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Best wishes for a very merry Christmas 
and an even happier New Year, from the 
more than 2,500° members of the 
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To assist Credit Departments in performing a more efficient credit 
control on past due accounts, we have several times during the past 
few years revised the Age Analysis form reproduced below. Over 
2,000,000 have been sold to date, testifying to its success. 

It is especially effective for smaller stores for use in collection 
follow-up and freezing accounts. 

The size is 91,” x 12” and they are padded 100 to a pad. Prices: 
100, $1.25; 500, $4.50; 1,000, $8.50. Postage extra. Special prices on 
larger quantities. Order Age Analysis Form No. 721, today, from your 
Credit Bureau or National Office. 


NATIONAL RETAIL CREDIT ASSOCIATION 
375 Jackson Avenue St. Louis 5, Mo. 
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The NR CA. fers to Is Members a Valuable Service 


BETTER LETTERS SERVICE 


Written by Leonard Berry, Educational Director, National Retail Credit Association. 


This time-tested and widely used Service is now under the direction of a former Credit Executive of many 
years’ actual experience in one of the nation’s foremost apparel stores. 


Twelve times a year you receive a stimulating digest of methods and ideas as well as actual letters designed 
to assist you in your letter writing development. 


For over ten years the N. R. C. A. has maintained this Service, in response to popular demand. Now broad- 
ened and improved to meet the needs of the modern Manager of Credit Sales. 


Here is what the Service brings to you every month: 


. » » EIGHT complete specimens of model letters that can be used by you in Credit Sales Promotion, Collec- 
tion, Adjustments, New Account Acknowledgment. . . . 


+. + . 


. .. BETTER LETTERS BULLETIN—a two-page letter giving practical suggestions, Sales Promotion 
ideas, timely and helpful hints from here and there, new methods and procedures, questions and answers. . . . 


* * a 


. . . TESTED LETTERS—that have been successful in actual use, reproduced for your adaptation. . . . 


* . * 


... ADVISORY SERVICE—Each subscriber entitled to submit one letter each month for criticism and con- 


structive comment... . 


* - * 


COMPLIMENTARY COPY OF Tested Credit and Collection Letters by William H. Butterfield, 48 pages 
containing 100 successful letters. . . 


7 * * 


ALL THIS FOR THE MODERATE FEE OF $25.00 PER YEAR—INDISPENSABLE—INSTRUC- 
TIVE—INSPIRING 


Fill out this coupon and mail it today 


National Retail Credit Association 
375 Jackson Avenue, St. Louis 5, Missouri Check enclosed —) Mail bill (1) 


Please enter my subscription for your Better Letters Service for one year, price $25.00. 
Name 
Position 


Firm name and address 
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How OLD is 
Santa Claus? 


This particular Santa —the one 
you see on the Christmas Seals 
is a very healthy forty-five! 

Yes, this is the 45th ‘annual 
Christmas Seal Sale — a holiday 
custom that has helped save 
5,000,000 lives. Yet, tuberculosis 
kills more people than all other 
infectious diseases combined 

So, please, send your contribu- 
tion today 


BUY Christmas Seals/ 
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How Modern Management Improves 
The “Will to Produce” 
James M. Quigg 


Manager of Supervisory Training, Air Reduction Company 
New York, New York 


EVERY MEMBER of management in 


the management team. Our Management Development 


every phase of American industry faces a 

critical problem in the control of the quality, 

cost and quantity of his production. This 

is as basically true under today’s conditions, 
in which the Government is the principal customer for 
many of our products, as it is under more normal con- 
ditions in which we compete fiercely with each other for 
the dollars of our industrial customers. The usual ap- 
proaches toward a solution of this problem are through 
the tightening of existing procedures, elimination of 
waste in materials and work time, simplification of exist- 
ing work methods, development of new work methods, 
procedures, etc. 

Each of these approaches is time-tested and proved. 
Each is capable of producing results. But the results are 
limited and controlled by an important but intangible 
factor—an intangible factor that probably has been recog- 
nized but about which relatively little has been done by 
management. This controlling but intangible factor is 
the individual employee’s Will-to-Produce. And unless 
that Will-to-Produce is functioning in your direction 
you will not realize full results from-any of the problem 
approaches you may use. 

In the hope that the as yet limited experience of one 
company may provide you with a few ideas that may 
have some application to your business, I should like to 
outline briefly what my company, Air Reduction, is doing 
to improve the quality, quantity and cost of its production 
through stimulation of employee Will-to-Produce. 
When John A. Hill became president of Air Reduction 
in 1948 he introduced a top management philosophy that 
was new to the Company. That philosophy is the stated 
belief that Air Reduction is only as strong as the de- 
veloped potential of every employee. 

To the end that every employee in the organization has 
a practical awareness of this philosophy, three years ago 
the Company inaugurated a Management Development 
Program. Through this program all supervisory per- 
sonnel are being trained in the broad basic fundamentals 
of management. Particular emphasis is placed on super- 
vising the individual employee to the end that he will 
want to do the best work he is capable of doing. We feel 
that if we can attain such stimulation of the Will-to- 
Produce in an employee the almost automatic result will 
be the improvement of the employee’s productivity, vol- 
ume wise, quality wise and unit cost wise. 

Supervisors also receive specialized training in specific 
departmental activities involving production, sales, office 
administration, etc. Please note that all supervisory 
personnel participate in our Management Development 
Program. This is in line with company policy that 
supervisors are part of management and are expected to 
exercise their authority and responsibilities as members of 
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Program consists of two distinct areas: first, the area of 
broad basic fundamentals and second, the area of special- 
ized training. 

Work in the first area of our program began with top 
management. The first Management Development 
group included the Chairman of the Board, the President 
of the Company and all other senior officers. Subsequent 
groups included varying levels of management, certain 
non-management people who have good supervisory po- 
tential, plus local union representatives whenever possi- 
ble. The group meetings are conducted on a conference 
basis. Each group is limited to approximately twelve 
members in order to facilitate across-the-board discussion 
by all. Each group meets once a week for eighteen 
weeks. Each meeting is scheduled to last approximately 
two hours. The scope of the program is confined to 
four general areas: Economics, Management Principles, 
Problem Analysis and Solution, and Human Relations. 

Of these four areas, that of economics is by far the 
most controversial. One has only to read the daily press 
to secure first hand knowledge of the conflicting pro- 
nouncements and theories of the country’s leading econo- 
mists. There are political economists, industrial econo- 
mists, academic economists, labor economists, and so on, 
each with a particular viewpoint. Obviously, it is neither 
advisable nor feasible to attempt any exploration of these 
divergent theories. Therefore, we cut through this 
welter of opinion and concentrate on a few elementary 
economic facts we can relate to our own jobs. 


The Customer Is Always the Boss 


We establish the economic fact that our customer is 
our boss. We secure recognition of the economic fact 
that without our customer’s order we do not have a busi- 
ness and we do not have a job. We explore and stress 
the fundamental economic fact that the customer's verdict 
of the relative value to him of our products or our service, 
compared with similar products or service offered by our 
competitors, sets our product’s standard of quality and 
price. We examine actual situations within our organi- 
zation, relate each of them to the customer’s reaction and 
develop acceptance of another economic fact: That every 
employee in the company has an important part to play 
in the control of the quality and cost of our production 
and that the prime responsibility for this control rests 
squarely on each member of management. 

A typical situation thus discussed was that of the pay- 
roll clerk who transcribed a cylinder handler’s time card 
total of $172.00 to the payroll sheet as $127.00. By the 
time the various deductions for income tax, group in- 
surance, etc., had been made, there was little resemblance 
between the amount of the man’s pay check and the 
amount he should have received. Our man knew to the 





penny how much his check should be. He had put in 
some overtime and instead of his receiving more than 
his regular pay, he received less. His immediate re- 
action? He was upset. He went to his boss who told 
him he'd probably figured his time wrong, that the pay- 
roll department didn’t make such mistakes. 

Our man became increasingly disturbed. In loading 
a truck, he bruised a finger between two cylinders, not 
seriously but enough to darken the fingernail and hamper 
his work. He got the truck loaded and turned his load- 
ing papers over to the driver. The truck took off and 
our disturbed handler took time out to refigure his pay. 
When he completed his computations he went back to his 
boss with them. His boss looked at the figures and called 
the Payroll Department who checked the records and 
found the error. They would make up an additional 
check at once so the man would have it before he left for 
the day. Our man relaxed, thanked his boss and went 
back to work feeling okay except for a tender finger. 

In the meantime, the truck our handler had loaded was 
on its way to deliver gases and supplies. At one stop the 
customer was impatient for the 50 feet of hose and 10 
cylinders of gas he had ordered that morning by phone. 
The driver unloaded the gas but the hose was not on 
the truck. The loading papers indicated it should have 
been on the truck, but it was not. Our handler, dis- 
turbed over the shortage in his pay check and the lack of 
interest by his boss in the shortage, had failed to put the 
hose on the truck. It was still on the loading dock back 
at the plant. The customer was furious. The lack of 
hose had stopped an important job on which he was work- 
ing and now we were costing him more money through 
our failure to deliver the hose as we had promised. Over 
the phone, he left no doubt as to what he thought of us 





and our service. He told us we had the last bit of busi- 
ness we would ever get from him, that he was going to 
hunt up a more dependable supplier. That we did not 
lose his business is probably due to the fact that our 
branch manager put the hose in his car and delivered it 
personally while the customer was still unburdening him- 
self on the telephone. 

From the standpoint of our Management Development 
Program, two important questions arise: (1) What 
caused the payroll clerk to make the error? and (2) Why 
didn’t the cylinder handler’s boss look into the matter 
when he was first told of the shortage? Checking into 
question (1), we found the payroll clerk was upset and 
worried. A sizable volume of her work had been trans- 
ferred to another clerk and she interpreted the change to 
mean that her work was being distributed among others 
so that she could be released. She was so disturbed it is 
a wonder she didn’t make more errors in her work. 

The reason a part of her work was transferred to an- 
other clerk was to enable her to assume a more important 
type of work as soon as certain procedure changes had 
been effected. Unfortunately, her supervisor didn’t think 
it important enough to tell her of the new work he had 
in mind for her to do. Consequently, we almost lost a 
customer and we almost lost a good payroll clerk for, as 
we found out, she had about made up her mind to quit 
before she was fired. Checking into question (2), we 
found that our cylinder handler’s boss had been busy and 
didn’t think the man’s complaint was important. He felt, 
if a mistake in pay had been made, that the Payroll De- 
partment would eventually find the error and correct it. 

The significant factor in both questions is that neither 
supervisor gave consideration to the effect of his action 
on his employee! Naturally, both the cost and quality 
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of our service to the customer were adversely affected. 
And, since this ties into the previously mentioned eco- 
nomic fact that responsibility for control of the cost and 
quality of production rests squarely on management, each 
of the two supervisors involved in this situation gained a 
sharper awareness of the importance of the human atti- 
tude factor in maintaining that control. 

In the next area we, in similar manner, relate the 
principles of Effective Management to the sphere of each 
supervisor’s responsibility. The functional purposes of 
line, staff, service and control activities are examined in 
detail with emphasis on their functional relationships and 
on the value that can accrue to the individual and to the 
organization if these important auxiliaries are utilized. 
The vertical lines of authority and the horizontal lines 
of cooperation are examined in detail and the use of each 
type is definitized in relation to the other. 

The subject of Company Policies is examined to de- 
velop an understanding of what policies are, why they 
are necessary, what makes them, and who makes them. 
Through the development of group answers to these 
questions, plus analysis of any policy that seems to be 
unwieldy of administration, we develop acceptance of 
this principle: A policy is only as sound as the factual 
data in the hands of management at the particular policy 
making level at the time the policy is issued. Since most 
of our policies are of an operational nature, and there- 
fore are administrated by varying levels of supervision, 
we can logically ask: Who bears the responsibility for 
providing management at each policy making level with 
the factual data from which sound, logical, workable 
policies can be formulated ? 

In the discussion of this question emphasis is toward 
developing in each group member (1) an understanding 
of the important part he can play in the policy making 
function and (2) acceptance of his responsibility to per- 
form that part by pumping upward through normal chan- 
nels of communication data pertinent to his area of oper- 
ations. These data upper management must have in 
order to make decisions which he can administrate intelli- 
gently and efficiently. To help the supervisors obtain 
the data pertinent to their area of operations, we train 
and encourage them to establish a relationship with their 
personnel that will stimulate a similar flow of data from 
the employee to the supervisor. This we consider to be 
an important phase of industrial democracy and a corner- 
stone of our top-management philosophy, previously 
stated. 

In Problem Analysis and Solution we get the group 
to accept the principle that helping the employee to con- 
trol his attitude is an essential part of a supervisor’s job. 
To aid the supervisor in this phase of his work, we intro- 
duce him to and train him extensively in the use of the 
Problem Solving Pattern. We stress the importance of 
the supervisor’s being alert for evidence of poor employee 
attitude and demonstrate through actual examples that 
poor attitude is a symptom, a result of some underlying 
cause which it is the supervisor's responsibility to uncover. 

The groundwork in these areas provides a direct ap- 
proach to the last area—Human Relations. We examine 
the basic wants and urges of people generally and de- 
velop a working pattern of the average man’s basic 
sources of satisfaction; his need to have real feelings of 
security, job satisfaction and recognition if he is to have 
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the attitude we are trying to help him develop; for a 
person’s attitude is the valve that controls his Will-to- 
Produce. Through discussion of case histories we show 
how a man develops a positive attitude by his getting the 
basic things he wants and values—and we show how he 
develops a negative attitude by his failing to get the basic 
things he wants and values. 

From such case histories we develop this operating 
principle: “It is only common sense to refrain from doing 
those things that unnecessarily threaten a person’s basic 
wants and feelings and to do everything possible to build 
up a person’s sense of satisfaction.” The remaining con- 
ferences are devoted to the practical application of this 
principle on a daily basis on the job. Supervisors are 
drilled in the use of various basic “tools.”” Among them 
is this chart: 





On-the-Job 
Attitude 




















Take-Home 
Attitude 


Bring-to-Job 
Attitude 




















At-Home 
Attitude 











We use this simple chart in our discussions of the all 
important on-the-job attitude and to emphasize the fact 
that the attitude your employee brings to the job to- 
morrow morning begins with the attitude you let him 
take home from the job this evening. In our final 
sessions we tie the four general areas together by illustrat- 
ing how any action in one area has an immediate reaction 
in the other three areas. In this manner, we try to de- 
velop a better understanding of cause and effect, an 
understanding of the things that can make the production 
of our people go up or go down according to the way 
they feel. Also, we try to develop an understanding of 
some of the things, at least the obvious things, that we 
as members of management can do to help our people 
control such variations. 

The degree to which we help our people in this respect 
is a sound yardstick by which to evaluate the proficiency 
of a supervisor as a member of the management team. 
It is also the yardstick that measures our management 
progress in improving the quality, quantity and cost of 
our production by orienting our people in their economic 
life so that they will.want to do the best job they can. 
In our opinion this broad basic training program provides 
the foundation necessary for the full success of any spe- 
cialized program. In several such programs we have 
sound evidence of the good results that can be obtained 
when management includes in its training curricula an 
awareness of the importance of the feelings of its em- 
ployees and the value of its getting those employee feel- 
ings to work actively for the benefit of the company; 
which in the final analysis means enhanced security, job 
satisfaction and recognition—the basic things that stimu- 
late the employee’s Will-to-Produce. week 





Increasing Seript Account Sales 50 Per Cent, Sattler’s 
Prove Once Again “Everyone Wants to Get Into the Act” 


JIMMY DURANTE’S familiar catch- 

phrase reflects a basic psychology which is 

always given due recognition at Sattler’s 

Famous “Hellzapoppin” Store in Buffalo, 

N. Y., who’s sensational and spectacular 
promotions of merchandise have won them International 
recognition. The Store’s recent and highly successful 
Scrip-Contest for co-workers, directed by genial Credit 
Manager, Charlie Ott, is an example of what can be done 
when Sattler’s powerful promotion effort is turned loose 
on the store’s own employees. 

The campaign ran fer almost two weeks and because it 
was carefully planned long in advance and executed with 
all the colorful promotional fanfare usually expended on 
a big merchandise event, resulted in a 50 per cent increase 
of Scrip-Plan business. A survey made by Mr. Ott’s de- 
partment revealed that an alarming situation was develop- 
ing with regard to will-call or lay away sales. A back- 
log of orders was creating a serious storage and handling 
problem. Further study pointed up the marked contrast 
between will-call and scrip-sales. 

A scrip sale is the same as “cash” business and calls 
for no holding merchandise by the store, while the cus- 
tomer takes weeks or months to pay. Sattler-Scrip, there- 
fore, offered a natural solution to the problem, converting 
deferred orders into revenue-producing scrip accounts. 

“We have always believed the place to start promoting 
credit service is at home,” says, Mr. Ott. He inaugurated 
this policy when Sattler’s began credit operations in 
October, 1946. Proof that he was right is reflected in 
the growth of his department, from less than half-a-dozen 
people to a staff of more than 30 members. Sattler’s open 
secret weapon for transforming casual employees’ interest 
into co-worker enthusiasm, is drama; so, the store adver- 
tising and display experts served a real “fancy dish” for 
the Scrip-Contest. 

Everything in the book was used, signs, banners, 
balloons, ballot-boxes and daily plugs over the public 
address system to keep the contest at fever pitch. Climax 
was an employees’ parade that raised the roof! Hundreds 
of 36 x 22 four-color posters were hung throughout the 
store, creating a gala effect. On each sign was the follow- 
ing copy: It’s As Easy as 1-2-3—Open a Scrip-Ac- 
count NOW!—Fill Your Needs TODAY!—Take 
Months and Months to PAY!—Ask Any Salesperson. 
These posters fulfilled a dual purpose: (1) created cus- 
tomer interest in Scrip Service, and (2) reminded all 
sales personnel of the opportunity to secure more sales by 
suggesting the easy-pay scrip-plan. 

To warm up the public for it’s employees’ Scrip-Sales 
efforts, Sattler’s scheduled spot announcements on all 
Buffalo radio stations for two weeks prior to the con- 
test. By the time the contest opened everybody wanted 
to get into the act. The employee contest was planned 
to make Sattlerite’s think out ways and means to sell 
more merchandise on the easy-pay Scrip-Plan. Twenty- 
five prizes were given, amounting to $75 in Sattler Scrip. 
All Sattler employees, selling or non-selling, were urged 
to enter and there was no limit set on the number of 
entries to submit. 


Contest rules were very simple; Entry blanks were 
headed—‘“‘All you need to do to enter this easy contest is 
to finish the following sentence in 30 words or less”— 
“I always urge my customers to open a Scrip-Account be- 
cause... .” The entry-blank was a combination contest 
announcement, entry form and idea promotion brochure, 
mimeographed on an 81% x 11 sheet, folded once. Front 
page comprised the announcement and list of prizes. 
Back was used for the entry-form and the inside double- 
spread carried a promotional heading entitled “Thought 
Starters.” Sattler’s copyrighted character “Sandy B. 
Thrifty” illustrated this spread which listed a number of 
Scrip selling points. 

The highlight of the campaign was an employees’ pa- 
rade accompanied by all the fanfare of a circus. Led by 
Charlie Ott’s able assistants Dorothy Fallon as Queen of 
the Carnival and Harold Olver as escort a long line of 
laughing, shouting, co-workers snaked their way Indian 
file through every department of the Store, from the 
basement to the third floor. 


Dressed in fancy hats, carrying banners emblazoned 
with appropriate Scrip slogans, blowing horns, and beat- 
ing the old bass drum, this cavalcade generated tremen- 
dous enthusiasm as it was watched by hundreds of em- 
ployees on the side-lines. Net result was a 50 per cent 


increase of Scrip accounts in four weeks, and a general 
store-wide awakening of interest in this important factor 
in Sattler’s selling machinery. ark 


Charlie Ott, center, posing with his able assistants, Dorothy 
Fallon and Harold Olver, at the finish of the parade. 
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Credit Executives, Also, Have. Responsibility 
To Enforce Moral, Ethical, Lawful Standards 


LOUIS SPENCER, President & General Manager, Collection Service, Inc., Oakland, Calif. 


FORMER PRESIDENT Herbert Hoover, 

and scores of other leading Americans, has 

denounced the seeming lack of morals on 

the part of so many in public, business, and 

social life. Mr. Hoover thinks that our 
greatest national danger consists in the complacent, toler- 
ant attitude of Americans, who profess to disapprove 
moral laxity, but who do little or nothing to correct 
present-day trends. Fle warns that inattention to this 
matter could result in the corruption and destruction of 
the nation from within. 


Mr. Hoover, and others of his intellectual stature, be- 
lieves it is impossible to create good moral and ethical 
standards by legislation. Good laws will be of assistance, 
but laws can be, and are being violated by the very ones 
who need to be restrained by them. He, and others, 
sagely suggest that it behooves each individual, each pro- 
fessional, business, fraternal and political group, to take 
the initiative in promoting decency, honor, honesty and 
propriety in our affairs. 

As a matter of true service to credit granters, credit 
managers, and to all who engage in the collection of past- 
due accounts (whether professionally, or otherwise), at- 
tention will be called to errors that have been made, and 
that are being made. The errors to be mentioned are 
not only morally reprenhensible, but legally dangerous. 
Consequently, they merit consideration for reasons that 
are in addition to those advanced by Mr. Hoover, and 
similar high-minded men. 

Parenthetically, it must be observed that moral codes 
are different with different people. It is when moral 
codes are not in the public interest that they violate the 
legal codes, and become subject to correction in our 
courts of law. Therefore, to imagine that one’s code 
of morals is as worthy as another’s, depends on how it 
affects the public interest when exercised. 

Common law is based on the theory that men are 
equal, and that their right to life, liberty and the pursuit 
of happiness is an individual right. Anything that un- 
reasonably, unjustly, or arbitrarily negates individual 
rights is against the public interest, and thereby hang 
potential penalties, even for practices that many people 
erroneously believe to be lawful, if not exactly in harmony 
with the Golden Rule. 

Assuming that I were qualified to explain the inter- 
pretations of the law with respect to its bearing on moral 
derelictions, space would not permit. To cite all the 
various cases that have been ruled upon by the courts 
would take countless volumes. What follows will never- 
theless indicate that so-called “expedient” actions, on the 
part of anyone engaged in the collection of past-due 
claims, may prove disconcerting and costly. 

It has come to my attention that the credit-collection 
departments of certain retail concerns are mailing form 
letters to the employers of delinquent debtors, urging the 
employers to cooperate with them in persuading the 
debtors to meet their obligations. Other form letters are 


8 CREDIT WORLD 


DECEMBER 1951 


being mailed to debtors threatening to contact their 
employers if the debtors do not remit as requested. It 
may be that such actions are being taken in the belief 
that they are morally and legally justifiable. Yet, such 
actions are often invitations to suits for damages, as the 
following case will illustrate: 

Keating vs. Conviser (1926) 127 Misc. 531; 217 
N.Y.S. Revsd. 219 A.D. 836; Affd. 246 N.Y. 632. One 
Alice Keating, a telephone operator, brought suit in New 
York against a credit clothing firm for libel by reason 
of a letter written by them to her employer. The letter 
read as follows: 

Permit us to direct your attention to a matter of importance. 
Miss Alice Keating of your employ purchased from us some 
time ago clothing amounting to $79.50. Although agreeing to 
pay us $2.50 per week, to date we have received no payment 
on a balance of $10.00 since August 11, 1923. Frankly speak- 
ing, the only basis upon which we extended credit to her was 
the fact that she was a person in your employ from each of 
whom you require certain standards of honesty. Now there 
are two ways open to us to enforce collection. One way is to 
take the debtor to court; this involves a loss of time and addi- 
tional court costs, to. which naturally we do not like to resort 
unless absolutely compelled. The other method, which we 
prefer, is to appeal to a man in authority like yourself. We 
honestly believe that a word from you will make her realize 
the mistake of withholding payment on a just obligation. 
Thanking you in advance for any assistance you may give 
us in this matter, we are VERY TRULY YOURS. 

If the foregoing letter seems innocent, reasonably 
mild, and replete with good intentions, beware of such 
ideas. As previously stated, the letter was the basis of 
a suit for damages. The plaintiff alleged she had been 
libeled by it. The jury rendered a verdict for the plain- 
tiff for $1500.00 ordinary damages, and $500.00 punitive 
damages! The trial court condemned the character of 
the missive, but set the verdict aside, holding that the 
letter was not libelous per se. Upon appeal the trial 
court was reversed, and the jury verdict was reinstated! 


Certain Cases Not in Public Interest 


Scores of similar cases could be cited to prove that it 
is not considered in the public interest to make third 
parties acquainted with a debtor's delinquency in any 
manner other than by due process of law. In these cases 
the matters of menace, undue influence, oppressive and 
unfair advantage, duress, coercion, et cetra, come in for 
consideration. In respect to communicating with a 
debtor's employer in connection with the employee's in- 
debtedness, the California Civil Code, Part Three, Sec- 
tion 1575, may be applicable. Under the heading of 
UNDUE INFLUENCE, it reads: “In the use by one 
in whom a confidence is reposed by another, or who holds 
a real or apparent authority over him, of such confidence, 
or authority, for the purpose of obtaining an unfair 
advantage over him.” 


To place anyone’s position in jeopardy, other than by 
due process of law, is actionable, as lawyers will attest. 
In connection with the matter of threatening to inform 
a debtor's employer, if the debtor does not pay, the col- 





lection fraternity, through one of its national publications, 
has just been warned in this manner: “The postal in- 
spector advised that it is to be assumed that actually to 
write an employer is not a breach of postal regulations— 
but to threaten to do so, is under postal regulations, 
extortion.” To actually write to an employer may not 
violate postal regulations, but it can result in cases like 
that of Keating vs. Conviser. Nevertheless, many firms, 
which consider themselves law-abiding, are laying them- 
selves wide open to prosecution by their failure to recog- 
nize facts. 

In the case of Bowden vs. Spiegel, 96 ACA 879, is 
found still another reason for preventing third-party 
knowledge of a debtor's delinquency, when the act may 
shock, humiliate, and injure the alleged debtor’s health. 
In this matter, Spiegel, a credit manager for a retail 
concern, called the Bowden woman over her neighbor's 
telephone at night, and as a result made her alleged 
indebtedness known to her neighbor. 

As a result of the fright sustained (it was represented 
as an emergency call) Mrs. Bowden sued for damages, 
alleging that because of Spiegel’s actions her health was 
impaired, that she was humiliated, threatened, et cetra. 
The matter was ultimately submitted to the Appellate 
Court of California. In rendering a decision in favor 
of the plaintiff, it said in part as follows: “The im- 
portant elements are that the act is intentional, that it is 
unreasonable, and that the actor should recognize that it 
is likely to result in illness. Given these elements the 
modern cases recognize that mere words, written, or oral, 
which result in physical injury, are actionable.” 

There is ever the risk that the alleged debtor may not 
be the actual debtor, or may not owe what is demanded ; 
that he, or she, may suffer financial or physical harm 
because of allegations, or because of mental disturbance 
created by the collector, and that the collector, and the 
firm that employs him, may invite suits for damages 
that cannot be successfully defended. The reader must 
remember that the collector of past-due accounts (pro- 
fessional, or otherwise) is subject to the laws of the 
various states, to the postal regulations, and often to the 
regulations of the Federal Trade Commission. It will 
be wise to square with all three guardians of the people's 
rights, self-serving opinions notwithstanding. 


Ignorance of Law No Protection 


The court records of practically every state can be 
cited to prove that ignorance of the law is no protection. 
The victim of misplaced confidence may honestly feel that 
he is morally justified in collecting what is due by what- 
ever means that seem practicable. But that is not enough. 
Because debtors have violated moral and legal tenets, 
is no reason for creditors to do so. Neither can creditors 
close their eyes to the immoral, unlawful actions of those 
who represent them, without being tarred with the same 
stick, and without possibly being made co-defendants 
in damage suits. 

Wrongdoers seldom persist in their nefarious, un- 
ethical actions unless they are tacitly, or directly en- 
couraged. This is particularly true in business. The 
culprits must have the approval and patronage of others. 
Otherwise, it becomes unprofitable to evade orthodox 
methods in the ambition to take an unfair, illegal 
advantage. 


It so happens that while these lines are being written, 
a collection firm is being investigated by the State Super- 
intendent of Collection Agencies in California, for al- 
leged infractions of the Collection Agency Act. The 
news comes as no surprise to the competitors of this par- 
ticular collection firm, nor to many attorneys and court 
officials. 
gossip in the credit and collection fraternity for some 
time. Yet, despite the gossip, the collection firm has 
held the patronage of many credit granters and credit 
managers, who must have approved of the methods em- 
ployed, for an investigation of the most cursory nature 
would have warned that all was not as it should be. 


Its questionable methods have aroused much 


Ill-Will Collection Methods 


As a matter of simple economics, to say nothing about 
moral and legal aspects, creditors and credit managers 
should not sponsor, or endorse oppressive, vindictive, ill- 
will creating collection methods. To do so nullifies the 
value of the advertising and selling efforts expended by 
most all business concerns. For a firm to spend thou- 
sands annually for good-will creating advertising, and 
at the same time permit collection methods that tear down 
the good-will won by the advertising, is something diff- 
cult to understand. Nevertheless, this circumstance is 
constantly permitted to exist throughout the land, and 
especially in the large cities where the top executive brains 
are supposed to be employed. 

Once a sage was asked to name the easiest job in the 
world. Without hesitation he said: “The easiest job in 
the world is that of adversely criticizing others.” 

It seems appropriate to conclude this article on the 
thought that we all live in glass houses, and that morals 
and ethics, like all virtues, call for self-examination, and 
self-restraint. Before directing bitter criticism toward 
others, it will be better to begin at home, to the end that 
our own conduct will be so circumspect that Peeping 
Toms will see nothing to carp about. 

In addition, it is apropos to remind each other that our 
good intentions must be geared in harmony with all legal 
and ethical requirements. ‘To mean well, but to do 
wrong, butters no parsnips for anyone, as those who have 
been compelled to defend themselves in a court of law 
will ruefully admit. wit 
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A Hospital Credit Man Speaks 


A. J. PERREZ, JR., Credit Manager, Rochester General Hospital, Rochester, New York 


S CREDIT GRANTERS we are all closely 
connected or associated with the management 
of consumer credit. We of the hospital group are 
no different than other retail classifications, 
whether they be clothing, department, appliance 
stores, consumer credit departments of banks, 
finance, or utility companies. Fundamentally our 
problems are similar. We all use the same tools in 
attaining ultimate goals. 

However, in each group, there are problems peculiar 
to that group. The problems of various individual groups 
have been discussed by numerous guest speakers, all well 
qualified in presenting solutions of these group problems 
to this body as a whole. I will reverse this procedure 
and present our problems to you and request your support 
toward a satisfactory solution. By presenting our prob- 
lems to you, I hope you will clearly understand them, 
and as a result, be better prepared to give us the valu- 
able assistance that is in your power. 

Recently we were privileged to hear a splendid treatise 
on the evolution of credit. Remember the remark con- 
cerning the dark ages of credit referring to the little 
black book maintained by each individual merchant? 
Your hospitals, and they are your hospitals, ready to serve 
you or your family in any time of need, are just coming 
out of the dark ages. Hospitals have not dealt with this 
pressing problem over too long a period of time. It has 
only been approximately nine years.that Rochester has 
been aware of the problem. Even though it has been 
recognized for the last nine years, it has only been during 
the last four or five years that something has been done 
about it. 

Our first step was the organization of the Rochester 
Hospital Council. The primary function of this organ- 
ization was and still is the interpretation of the hospitals 
to the public. The Council not only interprets the hos- 
pital to the individual, but acts as a central collection 
agency for us. After the inception of the Rochester Hos- 
pital Council, which is now known as the Rochester 
Regional Council, and through the persuasion of its 
director, the hospitals began to realize that they should 
adopt accepted business procedures. 

The most recent step has been the organization of a 
Credit and Collection Committee. This committee was 
formed in May, 1949, and prides itself in being a woik- 
ing committee. This small group prepared a manual of 
procedure recommended for use as a guide in establishing 
a uniform credit policy among the local hospitals. In 
establishing this uniform policy, the public is treated 
similarly in each of our six local hospitals, and in several 
located in the surrounding rural area. Our meetings 
have not only been informative and instructive, but have 
also been a means of ironing out problems harmoniously 
existing among the hospitals and other various agencies. 

Gradually modern accounting systems were initiated 
and trained personnel were employed in the various of- 
fices. Today every effort is put forth to keep abreast of 
the modern trend. No longer is it common to utilize 
volunteer help, nor is it customary to hand-post. Office 
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help is paid personnel and posting is done on modern 
machines. There is still a long road ahead of us. There 
are numerous road blocks to be stormed and taken. 

It is important to realize that we, in the hospitals, have 
a tremendous problem in overcoming professional apathy. 
Professional personnel are not usually concerned with 
finances or business procedure. As a result of this feeling 
many simple problems for you become mountains for us. 
However, slowly but surely, charges are being expedited 
to our office. It is becoming increasingly apparent that 
the professional group realizes what is behind their pay- 
checks. 

We in the hospitals have an unusual problem with the 
general public, in not understanding or refusing to 
acknowledge our difficulties. On several occasions state- 
ments have been made by credit managers that slow 
medical bills or bad debts are not taken into consideration 
in granting credit. When asked why they are not con- 
sidered as other slow accounts, the answer is always the 
same old unexplainable statement, “Well, there are always 
disputed charges.’ Let me answer this statement here 
once and for all, “i here are no disputed hospital bills.” 

You have heard the story about the farmer who was 
out in his orchard trimming his trees and insisted on 
sitting on the wrong side of the saw. Well, I am out 
there now substituting for the poor old fellow. God rest 
his broken bones. Let us hope I fare better than he did. 
In defense of his rash statement, let me point out the 
following facts about your hospitals. 


No Patient Ever Refused Admission 


No patient is ever refused admission to a hospital when 
in need of its services because of lack of funds or failure 
to meet past expenses. The immediate care and safety of 
the patient is always the prime principle involved. You 
may say, “I heard about Mrs. Smith being held for ran- 
som,” or “Mrs. Thompson being refused care because she 
had no deposit.’”” You may have heard many stories, but 
did you secure the facts? Remember that the operation 
of a hospital is directly dependent upon its current re- 
ceipts, since none has a cash reserve from which to draw. 
It is true that many people complain, but let us review 
the situation. Johnnie Jones, in a great state of excite- 
ment, pulls into our emergency drive with his car radiator 
steaming. With haste he applies his brakes at the emer- 
gency entrance, and stops with a jolt. The skid marks 
are so thick that if the rubber were reclaimed, it would 
give him a splendid retread job. In goes Mrs. Jones and 
over to the delivery room without delay. Presto! Little 
Baby Jones. Isn’t he or she cute? Within 48 hours Mr. 
Jones is given an estimated statement which includes all 
anticipated charges for services that will be rendered. 
At the time of Mrs. Jones’s departure they have no money. 
Is Mrs. Jones refused the privilege of departing from 
the hospital until this bill is paid? Absolutely not! The 
hospital has no legal right to hold Mrs. Jones or Baby 
Jones against their will. 

Let us try running a cold storage plant and see how 
fast some of our lawyer friends would have them out. 





What would you do in a case like this? This is what we 
do. Mr. Jones is asked by the cashier to step around to 
the Credit Manager and discuss his problem. Without a 
doubt he has already seen the Credit Manager and is not 
too happy, but if he must, he must. During the time it 
takes to reach the Credit Manager, he has stopped and 
put the well-known “chip” on his shoulder. Really he is 
surprised when the chip is not knocked off. Eventually he 
is asked to sign a legal note, due at a specified date. If 
this note is not met as agreed, Mr. Jones is the recipient 
of the hospital’s routine billing procedure. 

The rapidity of statements and letters is dependent 
upon the individual hospital. Mr. Jones disregards his 
obligation. The account is then sent to the Council Credit 
Office for more stern collection methods. This is when 
Mr. Jones’s name is placed on the Credit Bureau records 
and his explanation to you is, “Well, it’s a disputed bill” 
—or—"They didn’t give me a chance.”” We do not have 
the right to hold Mrs. or Baby Jones. You have the right 
to repossess your television sets, refrigerators, cars, and 
furniture, but how would we look going around with 
baby carriages or with an operating table replacing an 
appendix or two? 

You probably are saying, “Certainly this isn’t typical.” 
But you are mistaken, it is typical. Are you interested 
in knowing how a situation such as this is prevented or 
minimized? There are two categories of patients, emer- 
gency and elective. You are all aware of the meaning of 
emergency. The elective type of patient is a patient for 
whom arrangements for hospitalization are made in ad- 
vance. Patients in this classification have been advised 
by their attending physician that hospital care is required 
to relieve their complaint or distress. The physician then 
makes a reservation with the hospital and tells the patient 
when he is to be hospitalized. 

An emergency patient, upon his arrival at the hospital, 
is immediately cared for. Finances are never discussed 
with the patient during the acute stage. However, 
finances may be discussed with a member of the im- 
mediate family while the patient is being cared for. And 
this discussion takes place in a section remote from the 
area where the patient is being attended to. At the time 
a patient is admitted, the accompanying family member 
is referred to the admitting office where he or she is ques- 
tioned as to name, address, etc., of the patient. This is 
called “admitting procedure” and deals only with social 
questions necessary for a medical record. Too many times 
it is misunderstood and believed to be a financial inter- 
view. Let me impress on you that everything possible is 
being done for the patient at this time. No seriously ill 
patient lies unattended during this period. After this 
preliminary procedure has been completed, the admitting 
office prepares the necessary notification forms for the 
departments involved, of which the Business Office is one. 
The Business Office or Credit Manager then analyzes the 
admission by checking a list furnished by the Council con- 
taining the names of collection accounts of all local hos- 
pitals. We then check the present accounts receivable 
and our hospital Profit and Loss file. In the event that 
no outstanding obligation is found, the patient is given 
every benefit of doubt and where necessary, advance 
billings are put out for the responsible party with the 
expectation that all is well, which is generally the case. 
If the situation warrants, a reasonable period of time is 
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granted to meet the expense. In cases where help is 
needed, application is forwarded by the hospital to the 
agency which may be concerned. In a great many cases 
the type of care should be changed. In other words, it 
may be found that a patient is unable to afford luxury 
care, so he is placed in a category more in keeping with 
his financial status. 

In the event that an outstanding obligation is found 
in one of the three check points, it is immediately verified 
that it is the one and same person or family member. A 
slip is then placed at the information desk requesting the 
responsible person to stop at the Financial Office. When 
this person arrives, the obligation is discussed to determine 
the cause of non-payment. Every effort is made to ascer- 
tain the accuracy of the charge. If we find this charge 
is correct, a period of 24 hours is granted to liquidate the 
obligation, or the alternative of transfer to less expensive 
or ward accommodations. 

Our problem in dealing with an elective booking is 
much easier. An elective patient is usually booked well 
in advance of the expected admission. All of these reserva- 
tions receive a packet which includes a pamphlet explain- 
ing the hospital policy relative to his or her stay; a 
reservation card stating the date and time of appointment 
for his admission. This card also includes visiting 
restrictions and financial expectation; and last but not 
least is the preadmission questionnaire. This 8” x 11” 
sheet of paper has numerous blanks to be filled jn and 
98 per cent of it is strictly social information, necessary to 
maintain the hospital medical record, and only 2 per cent 
deals with financial information. Not only do we allow 
a choice here, but if they elect to complete these ten 
blanks, they are not asked to give wage or credit refer- 
ences. Why are we so lenient? Simply, “Public Rela- 
tions.” 

When this questionnaire is returned (and 94 per cent 
of them are) it is examined and 99.44 per cent of 
maternity reservations are cleared through the credit bu- 
reau. Upon receipt of the Bureau reports, which we 
normally receive within five to seven days, they are care- 
fully analyzed for bank accounts, overloading, non-re- 
sponsibility, and particularly slow payment. It is our 

(Turn to “Hospital Credit Man,” page 13.) 
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The Presidents Are Honored.... 


RETAIL CREDIT OFFICIALS from many cities 
met November 13, 1951, at the Allis Hotel, Wichita, 
Kansas, for what was termed “a most unusual occur- 
rence” at a testimonial dinner for two Wichitans who 
are presidents of national credit organizations. The men 
honored were Royce Sehnert, President, National Retail 
Credit Association and Credit Manager, Wichita Eagle, 
and Ralph B. Kearns, President, Associated Credit Bu- 
reaus of America and Manager, the Credit Bureau of 
Wichita. 

Verbal toasts were given the honored guests by L. S. 
Crowder, General Manager-Treasurer, National Retail 
Credit Association; Harold A. Wallace, Executive Vice 
President and Treasurer, Associated Credit Bureaus of 
America; Marcellus M. Murdock, Publisher, Wichita 
Eagle; and William N. Gomon, Credit Manager, The 
Howse Co., and President, Credit Bureau of Wichita. 

Mr. Crowder said, “It is a pleasure to join you this 
evening in honoring our friends, Royce Sehnert and 
Ralph Kearns. The occasion is an unusual one in that 
it is the first time in the history of the two associations 
that both recently elected presidents have been from the 
same city. To have attained the office of president is no 
accident. It calls for hard work; interest in your local 
credit association and in your district; serving on numer- 
ous national committees and as a National officer; and 
above all, it calls for cooperation. 

“Both Ralph and Royce have served their associations 
well and deserve the honors bestowed upon them. Their 
elevation to the Presidency of the associations they head 
is indicative of the high regard in which they are held 
by the credit fraternity throughout North America. In 
congratulating Royce and Ralph, I should also like to 
congratulate the Wichita members -for their progress 
and accomplishments over the years; their interest in 
conducting credit schools; and for having built an out- 
standing Credit Bureau. 
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“It was fitting that a friend of many Wichita mem- 
bers, the late Charles M. Reed of Denver, Colorado, a 
Past President of the National Association and of the 
Credit Bureaus, should have nominated Royce for third 
Vice-President of the National at our annual conference 
held in Banff, Alberta, Canada in 1948. To Royce and 
Ralph I extend my best wishes for health, happiness and 
success. I predict for them highly successful adminis- 
trations and I promise my wholehearted cooperation.” 

Next on the program was Mr. Wallace, who outlined 
the difficulties confronting them in attaining their re- 
spective presidencies. He presented Mr. Kearns with a 
plaque of appreciation on behalf of the Associated Credit 
Bureaus of America. He then paid tribute to Mr. 
Murdock who, he said, demonstrated rare insight when 
he recognized Mr. Sehnert’s capabilities as credit man- 
ager and thus made it possible for him later to win 
national honors in his field. A similar tribute should go 
to the members of the Credit Bureau of Wichita, he 
added, for the “extremely important” parts they took in 
enabling Mr. Kearns to gain similar recognition. 

Mr. Murdock made the third toast, which was in the 
form of an appreciation of Mr. Sehnert’s character. “He 
is a man of splendid character. He has rare quality of 
geniality mixed in with the business sense that must be a 
part of a credit man and a collector of money. But 
Royce has another outstanding point; an amazing faith 
in his fellow men which he has kept in spite of the ‘no 
goods’ which he must encounter occasionally in his work. 
Moreover, he has integrity, honesty, and loyalty beyond 
question. Therefore, I join you of the credit field in 
paying tribute to this man of honor and commend the 
signal recognition you have given him.”’ 

Mr. Gomon summarized the feelings of the Credit 
Bureau of Wichita. “We of the Bureau are doubly 
proud of the men we are honoring tonight. We wish to 

(Turn to “The Presidents,’ next page.) 
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“Hospital Credit Man” 
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belief that if they are slow with you, it is not reasonable 
to expect them to be prepared for our expense. We do not 
disregard your slows or judgments and pass them off as 
disputed bills. We get into the situation and request per- 
sonal contact by a given date. It is surprising how many 
of these people will claim no knowledge of slow accounts 
or judgments. They are asked to clear these obligations, 
and if the situation becomes difficult, they are referred 
directly to the Credit Bureau to adjust the difficulty. 
We never withhold medical attention from a needy case, 
but we will and do dictate the type of care he or she 
will receive. 

In deciding the type of care to be given a patient, we 
are protecting your pocketbook. How do we protect 
you? The more the public is encouraged to pay for its 
own care, the less you will be asked to contribute to the 
Community Chest and the less you will have to pay for 
your own hospital care. It also introduces the possibility 
that it might even tend to reduce your real-estate taxes. 

Perhaps now you can see how we are brothers under 
the skin with relatively the same problems, but problems 
which have to be dealt with from different angles. How- 
ever, the fundamental of sound credit is still involved. 
This fundamental intent to pay must be present to make 
for a good credit risk. If a person is so lax toward his 
health (which I definitely feel is a necessity of life), 
he is not likely to be in the state of health to carry out 
his obligations to you. 

There are no known disputed medical bills. Again 
this statement is justified in light of the “Public Re- 


lations” factor with which we are faced. Little do you 
know of some of the complaints we receive daily. We 
investigate and if service was given in good faith and 


resultant relief is apparent, the charge stands. If there 
is any shadow of a doubt concerning a charge, it is 
graciously adjusted by our individual offices. The public 
knows practically nothing about the amount of free care 
that is furnished to patients, so that they may, in their 
own minds, feel that they have not been wards of charity. 
However, no free care is ever given a patient who de- 
mands or insists on the luxury type of service available. 
You do not give your donations for that purpose. The 
nine cents of your Community Chest dollar is for hospital 
care, and it is given only to the needy individual. 

Never can it be said that time payments are not 
allowed where warranted. One of the hospitals has 
worked out a financing plan with three banks, so that 
the person may choose his debtor and pay on time. The 
other hospitals will make reasonable terms. However, 
you set the amount of payments on contracts, and that 
is our privilege too. We want reimbursement on a 
friendly basis above all else, but we use the courts also. 

Logically, a parallel of health can be drawn at this 
point. When you refer to a person as having “a sound 
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“The Presidents” 
Mm «= (Beginning on page 12.) gE 
point out along with our praise that their honors have 
not come to them on silver platters; they are attainments 
of strenuous efforts. These organizations, the National 
Retail Credit Association and the Associated Credit 
Bureaus of America, have indeed chosen winners to head 
them.” 

The men toward whom the repeated honors were 
directed each made short statements. Mr. Sehnert de- 
clared, “The Lord’s been good to me. He has given me 
fine parents and brothers and sisters to match, a wonder- 
ful wife and home, and a fine job. Now he has given 
me this honor. I am grateful. That is all I can say.” 

Mr. Kearns expressed his “deep gratitude” to the 
speakers and others at the meeting for “the very kind 
things which have been said. It is a privilege to be asso- 
ciated with the fine credit managers in the city, state and 
nation, and it is going to be just as much of a privilege 
to be able to work with Royce. We have already dedi- 
cated ourselves to 100 per cent cooperation between our 
organizations.” 

Shown on the opposite page is a picture taken at the 
dinner. Left to right, are: Marcellus M. Murdock; 
Ralph B. Kearns; Harold A. Wallace; Royce Sehnert; 
Lindley S. Crowder ; and William N. Gomon. Over 300 
attended the dinner. More than 50 came from Kansas, 
Missouri, Oklahoma and Arkansas. Toastmaster was 
Paul Jernigan, general agent for the Penn Mutual Life 
Insurance Co. He read many telegrams and letters re- 
ceived from members throughout the country congratu- 
lating Royce and Ralph. The invocation was given by 
Dr. Paul C. Johnston, minister of First Presbyterian 
church, and the entertainment was by the Wichita Ki- 
wanis chorus, who sang numbers from their past musical 
shows. The dinner was held under the auspices of the 
Credit Bureau of Wichita —William N. Gomon. 





mind in a sound body,” you classify him as a healthy 
individual. Is it reasonable then to classify this organi- 
zation as having “a sound mind in a sound body” when 
an unhealthy practice is permitted? The health of sound 
credit practice is dependent upon the analysis of all infor- 
mation on hand. You would not expect your family 
physician to overlook any one symptom detrimental to 
your well-being. Then, why, in maintaining a healthy 
organization such as this, do you ignore the symptom 
which is evident? Sound credit today is essential to 
good economy in the same manner that a strong body is 
essential. A credit application revealing the symptom of 
an unpaid medical expense may be showing the first sign 
of an undiagnosed “dead beat.” 

We of the hospital group would like you to withhold 
the extension of credit to this individual, but we realize 
this is not a fair request. We do not want to be unfair 
or unreasonable, but here is our plea to you. In the 
interest of a healthy credit economy, think of our situ- 
ation with an open mind. Let the public know unpaid 
medical bills do jeopardize their credit standing. The 
more they become conscious of this fact, the better will be 
our over-all credit structure. wie 
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Winning Friends 


MRS. MYRTLE BETTRIDGE, Brinkhaus Brothers Optical Company, Denver, Colorado 
Educational Chairman, Credit Women’s Breakfast Clubs of North America 


EACH BUSINESS ... . each credit bu- 

reau . . . each profession serves the public. 

Are the people who represent you winning 

friends for your store . . . your office . . . or 

your service? Or, are you losing valued cus- 
tomers or “friends” because the girls who work for you 
are not as well trained or well informed as they should 
be? 

There is a “machine” which can help your employees 
win friends for you. The machine can be priceless! 
Suppose I were to walk into your office—either store, 
physician’s or dentist’s office, or bureau—and say, “I 
have a machine which will increase the efficiency of your 
office 10, 20, maybe 30 per cent.” Would you be inter- 
ested ? 

Immediately you’d ask, “What is this new gadget? 
What does it cost? How do I use it?” My answer 
would be, “This machine has become so popular in 
winning friends for business that now nearly 350 cities 
throughout the United States and Canada use it effec- 
tively. Its price is very low. There is, however, one 
string attached: It must have the support of top manage- 
ment to obtain the most desirable results.” 


Name and History of “Machine” 


The machine I am talking about is a local chapter of 
the Credit Women’s Breakfast Clubs. It may be ob- 
tained through the district officers or the international 
officers of the Credit Women’s Breakfast Clubs of North 
America. As a division of the National Retail Credit 
Association—located at 375 Jackson Avenue, St. Louis 5, 
Missouri—it is an important part of the consumer credit 
education program. 

The first Credit Women’s Breakfast Club was founded 
in 1930, by Edith Shaw Johnson, an employee of the 
Retail Credit Association of Portland, Oregon. She 
wanted to help women win friends for their credit de- 
partments or offices. Since that time, nearly 14,000 
women are now members of the Credit Women’s Break- 
fast Clubs of North America. Why? Because it helps 
them do a better job, be more efficient, handle customers 
better, and work closely with the credit bureau or collec- 
tion office to improve themselves. 

Go into any community that has a well-established 
Breakfast Club and you will soon find how members of 
this club have learned to win friends for their employers. 
Just to mention a few, check the excellent relations and 
accomplishments developed and maintained by the Credit 
Women’s Breakfast Clubs in Atlanta, Wichita, Joliet, 
Dallas, Birmingham, San Francisco, Orlando, Spokane, 
Washington, Little Rock, Lincoln, Albuquerque, Jackson- 
ville, Cleveland, Butte, Richmond, Milwaukee, Minne- 
apolis, Oklahoma City, Kansas City, and others. 

Little attention is required, except your encourage- 
ment, for the girls in your credit department to become 
members and attend. If they are impressed with your 
interest in helping them improve themselves, they will 
get something out of the Breakfast Club “machine,” not 
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only for themselves but also for you. I suggested that 
you and your firm pay their small dues and incidental 
expenses such as their breakfast. The over-all cost is 
infinitesimal. It’s less than the cost to service a type- 
writer in your office! You will make a real profit out of 
this human investment. 

This suggestion has a twofold purpose: (1) You will 
have a keener interest in the Breakfast Club idea, if you 
help contribute by paying out-of-pocket expense for the 
girls in your credit department or office, and (2) your 
girls will put forth a greater effort to take an active part 
and get more out of the organization, if they know you 
share their belief that the Breakfast Club will help them. 
There are a few other ways in which you can help win 
friends for your store or office: (1) Attend meetings of 
the Breakfast Club, when invited; (2) give talks at meet- 
ings or Bosses’ Night when asked; and (3) from time to 
time, check the progress of your Breakfast Club members. 

You might be interested in how I feel members benefit 
from the Breakfast Club idea. This analysis should inter- 
est prospects and new members of the club, too. 

Education—Members acquire a better knowledge of 
their responsibilities and duties as credit women as they 
obtain up-to-date information on credit and business 
problems. Educationally speaking, all clubs function 
alike. Guest speakers keep the Breakfast Club member 
in touch with topics of interest to all business and pro- 
fessional groups. In addition, an excellent four-year 
home study course is available to your “women in credit.” 

The educational chairman is appointed at the begin- 
ning of the club’s new year. She invites two or more 
girls, depending on the size of the club and the topic, to 
lead the group in the lessons and open discussion. 
Through taking part in these study groups, Breakfast 
Clubbers gain experience and poise. They learn how to 
get along with people. They develop confidence in them- 
selves by learning their credit jobs better. 


How Do Members Benefit? 


Business Contacts—A closer bond with others doing 
the same work results. .Before the existence of the C. W. 
B. C., there was little personal contact between girls in 
credit departments and those in credit bureaus and collec- 
tion service offices. Everything was merely correspondence 
and phone conversations. 

Now the girls from the credit bureau or collection 
office understand why the credit department needs ade- 
quate and accurate information. The girls from the 
credit departments understand why the credit bureau 
must have correct information and why they must get 
“rushes” back on time. They realize that credit bureau 
service is a “two-way street.”” Today’s result is a happy 
atmosphere, better service to and from the credit bureau 
and credit granters, and better served customers and 
patients. 

Social Contacts—Breakfast Clubbers have a greater 
circle of personal friends, a broadened point of view, and 

(Turn to “Winning Friends,” page 30.) 








Local Association Activities The EIIIEES tha: 


District Ten, National Retail Credit Association seems an Cs 


At the annual meeting of District 10, N. R. C. A., the following officers 
and directors were elected: President, Richard T. Wright, Seattle First 
National Bank, Seattle, Wash.; Vice President, Chalmer Blair, Braley & 
Graham, Portland, Ore.; and Secretary-Treasurer, Avadana Cochran, 
Credit Bureau of Kitsap Co., Bremerton, Wash. Directors: Alta Myers, 
Truax Oil Co., Salem, Ore.; Wm. G. Wiley, Jr., St. Paul & Tacoma 
Lumber Co., Tacoma, Wash.; L. E. Stairet, Washington Water Power Co., 
Lewiston, Idaho; Earl Blomquist, Union Oil Co., Great Falls, Montana; 
J. D. Hartup, Standard Oil Co., Spokane, Wash. ; Frank Brennend, Wood- 
wards’ Ltd., Edmonton, Alberta; Harley Boyle, Crescent Department Store, 
Spokane, Wash.; Dwight Alderman, Portland Gas & Coke Co., Van- 
couver, Wash.; David Lesser, LeRoy Jewelers, Vancouver, British Co- 
lumbia ; Gil Abbott, Hudson’s Bay Co., Calgary, Alberta; Leonard Davies,’ witin cuniitreetitiene enone 
Otto J. Wilson Co., Salem, Oregon; Helen Lybold, Weinberg’s, Butte, the seconds may tick a valued account right 
Mont.; and Hugh Tallent, Chas. F. Berg, Inc., Portland, Ore. The Field off your books. Needless delay at this moment 
Secretary is Walter A. Jensen, 816 Panama Bldg., Portland, Ore.; Na- io the eect extegentsing expestonse ta the Bie 
. . - 7.8 “ . of a good customer! . . . By expediting credit 
tional Director, Wendell Sizemore, National Bank of Commerce, Seattle, approvals with a KELLOGG Credit Authorizing 
Wash.; and Alternate National Director, J. H. Fisher, Meier & Frank, system you eliminate embarassing delays and 


Portland, Ore. stimulate use of charge accounts. This friendlier 


— credit approval system results in more soles, 
Louisville, Kentucky freer impulse buying, fewer small package de- 


owe . aia ll . P 7 liveries. It keeps good customers hoppy — and 

Ihe new officers and directors of the Retail Credit Managers’ Association, hoppy customers mean good business. 
Louisville, Kentucky, for the next fiscal year are: President, Hilma Geiser, 
Southern Optical Co.; Vice President, John Emrich, Lincoln Bank & Trust @ Soles person mates 
Co.; and Secretary Treasurer, Carson L. Bard, Credit Bureau of Louisville. out charge sales slip, 
Directors: Mrs. Lillian Hughes, Montgomery Ward Co.; Mrs. Minnie ( diols proper credit 

x . _ oa . avuthorizer and ploces 

Paul, Baynham Shoe Co.; Fred Cotton, Bond Stores; Harold J. Crouch, ) slip in Ketlege Per- 
Kaufman Straus Co.; Joseph Russell, Levy Bros.; and Robert Sheppard, forotor built into Credit 
H. P. Selman Co. Authorizing phone 


Pittsburgh, Pennsylvania 


At the annual meeting of the Retail Credit Association of Pittsburgh, © Credit outhorizing 
Pittsburgh, Pennsylvania, the following officers and directors were elected: = ae pecan ? 
President, E. A. Beard, Potter Bank & Trust Co.; First Vice President, that operates the Per- 
D. W. Bollman, Joseph Horne Co.; Second Vice President, A. W. Bliesz- forator, indicating that 
ner, The Pittsburgh Press; Third Vice President, R. F. Goldman, Hahn oom b 
Furniture Co.; Secretary, T. L. Ford, The Credit Bureau; and Treasurer, 4 @ We ems tenis 
C. W. Orwig, retired. Directors: J. A. Schmidt, Federal Reserve Bank ; ' ‘ tokes just o few sec- 
M. V. Johnston, Gulf Oil Corp.; W. C. Williams, Union Supply Co.; and : onds—is error-proof 
Dorothy Sullivan, C. A. Verner Co. There are no onnoy- 

ing questions, no 


Albuquerque, New Mexico a 
The officers and directors for the Albuquerque Retail Credit Association, G 
Albuquerque, New Mexico, for the ensuing year are: President, John A. KELLO G 


Ward, Lovelace Clinic; Vice President, Murdo L. Martin, Bank of New 

Mexico; and Secretary-Treasurer, Chapin S. Carnes, Credit Bureau of elephome, 

Albuquerque. Directors: Marvin P. Bales, Modern Furniture; George SYSTEMS 

Biefer, First National Bank; William L. Martin, Securities Acceptance; 

Alton D. Partee; Heaston Companies; Lonnie D. Vaughan, Oden Motor page Bey sere + thay ee —- 

Co.; Robert S. Bowland, Tomlinson’s; and Ruth Brown Butler, Yearout ; 

Electric Co. GET THE FACTS — 
Bainbridge, Georgia MAIL THIS COUPON TODAY 


The Bainbridge Merchants Retail Credit Association, Bainbridge, KELLOGG SWITCHBOARD 
Georgia, elected the following officers and directors for 1951-1952: Presi- - fm y hy — Chicago 38, tit 
dent, Joseph H. Grollman, Grollman’s; Vice President, Mrs. Audry Cliett, Dept. 14-4 


~4° ™ pans ° . . . Please send omplete inf th redit ° 
Cliett Hardware Co.; Treasurer, Bernice Poliakoff, Polly’s; and Secretary, “°°” 








telephone procedure 


Burch Hargrave, Credit Bureau of Bainbridge. Directors: Mrs. Nettie ne 
Alderman, Horne-Reynolds Tractor Co.; George Cochran, Bainbridge COMPANY __ 

Truck & Tractor Co.; Mrs. H. H. Felty, Felty’s; Lamar Humphrey, ADDRESS. 

Western Auto Store; and E. S. Parker, Parker's. : saaensmnnnenetn 
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_ Charge-Take Procedure Survey 


CONSIDERABLE interest has been manifested in 
the replies to the survey we made concerning best pro- 
cedure in handling charge-takes on accounts definitely 
not in condition to accept further charges. This month 
we are printing the remainder of the comments made by 
representative credit managers polled on the matter. 
Philadelphia, Pennsylvania 

Every effort should be made to relieve the cus- 
tomer of the necessity of being asked to come to the 
credit office. Unfortunately the customer does not accept 
such an invitation graciously and most often the manner 
and circumstances under which the request is presented 
do not make the invitation a pleasant one. This means 
the adoption of procedures which causes no embarrassment 
on the floor. It can be worked out in many ways, de- 
pending upon the facilities available for contacting the 
customer or getting the necessary information. With 
chronic slow paying customers there is little choice except 
an immediate understanding but with unusual cases there 
should be greater consideration. Where tubes are used, 
the request can be filled out on a credit office form (see 
below) and given to the customer who may be directed 
to the individual who handles the account. When the 
message is transmitted by telephone, the customer should 
be directed to an individual. Employees should be in- 
structed how to handle such cases without creating 
problems. 


M 
Will be promptly served by presenting 
this memo to 
Mr. 
At our Sth floor Credit Office 
AUTHORIZATION DEPARTMENT INQUIRY 

Refer to Section Manager. Dept. 
Please answer questions marked X and return to Department 
of Accounts, Fifth Floor. 
Or Phone Extension 

Ask for Miss 
] No answer to call, is telephone number correct? Or per 

haps customer can furnish more information. 

Verify Address. 

Address Is Lacking. 

Verify Name. 

Verify Initials. 
] Verify Coin Number. 

What Is the Coin Number? 

Must Have Initials. 

Must Have an Order. 
] Write Name Plainer 

] Write Address Plainer. 
}] Must Be Identified. 

Must Be Signed by Section Manager. 
] Where Are Goods to Be Sent? 
}] Not Known At This Address 

State By Whom Purchased 

Have Customer Sign Name on Back of Order. 
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] Deliver Goods, and Request Customer to Call at Depart- 
ment of Accounts. 
] Ask for Mr. 
Goods Will Have to Be Sent. 
([] Have Purchaser Call “Charge Customer” on Telephone. 
Date 
Time 
Signature 
Milwaukee, Wisc i 
. . . Authorization operator says to salesperson: “Ask 
your customer to come to the office please.” 





Salesperson 
says to customer: “The credit department seems to be 
having difficulty locating your account. Would you step 
to the credit office, please.” 
Fort Worth, Texas 

. » » On charges on accounts where we hesitate to add 
to the existing balance, we call very few people to the 
office. Unless in a situation where it is absolutely im- 
possible to add to the account, the merchandise is author- 
ized, and the Collection Manager or Assistant Credit 
Man contacts the customer and has a mutual under- 
standing in regard to the handling of the account. 
Syracuse, New York 

. .. We contact the customer on the regular telephone 
in the department and discuss with her the status of her 
account and as a result of this conversation either accept 
or reject the charge. We have had no repercussions from 
the customer with this arrangement. This saves any 
embarrassing situation as far as the customer and sales- 
person are concerned and we feel is a satisfactory 
procedure. 
Tampa, Florida 

. . . Our method of handling the unacceptable charge- 
take is to request the clerk to inform the customer to 
contact the credit office. However, this method is pur- 
sued in extreme cases only. Normally, the charge is 
cleared and the clerk then informs the customer that 
the credit department would like to talk to her prior 
to her making any further charges. Ignoiing this 
request would then be followed by authorization decline 
on the next purchase. We find this method eliminates 
a great deal of irritation and ill will. 
Davenport, lowa 

. . . We use the verbal method. The phone authorizer 
notifies the clerk to request customer to come to the 
Credit Office. 
Reading, Pennsylvania 

. Each account is taken into consideration individu- 

ally, and if the occasion warrants, we send for the cus- 
tomer directly in the department to call at the Credit 
Office. However, in the case of long established accounts 





where oversight or adjustments may be the factor, we 
many times approve the charge and write the customer. 
Our rule is that no one may be requested to call at 
the Credit Department unless approved by the Credit 
Manager. 
Cleveland, Ohio 
. When a customer asks to have an item charged 

on a past-due account and the Credit Office wishes to 
have an interview the salesperson has the floorman speak 
with the customer. He tells her that the Credit Depart- 
ment would appreciate the opportunity of an interview. 
We find this the best method for, as always, the gracious 
manner and pleasant voice can do much to calm any 
ruffled feeling the customer may have. 
oo Kentucky 

. We use telephone authorization, and when we 
want to talk to a customer for any reason whatsoever at 
the time she is making a “take purchase,” we ask to speak 
to her on the phone. We then say we would like to 
discuss your account with you; would you rather come 
to the Credit Department, or would you rather talk over 
the phone? This method has proved more satisfactory 
than any we have tried. 
Buffalo, New York 

We use the National Cash Register Telephone 
System and the operator simply asks for the service 
manager in the department where the sale is made. He 
or she in turn tells the customer that the charge account 
office would like to talk with her at the office. We do 
not permit salespeople to contact the customer on refers. 
Portland, Maine 

Our procedure in contacting a customer on a 
“charge take” about which we wish to speak with her 
is to ask the salesperson to request the customer to call 
at our office. This is a real problem in almost every 
instance for the customer invariably feels on the defensive 
and that she has been publicly embarrassed. 
St. Louis, Missouri 

. Here are samples of the type of notice sent to sell- 

ing department asking that the customer come to the 
office to be interviewed regarding account when it is 
necessary for a transaction to be held up for some reason. 
Have found this has worked most satisfactorily and 
causes the least embarrassment since the salesperson does 
not see the slip on the inside of the envelope and there- 
fore, is not informed to the condition of the customer's 
account. 
Outside envelope :) 


Dept. Clerk 
Please hand to 


One side of insert:) 
Date 
Will you please contact our Credit Department, 8th 
floor, personally in regard to the item checked on the 
reverse side. Thank you. 
Reverse side of insert:) 
Using lost Charga-Plate 
Account closed. Order of 
Mr. 
Mrs. 
Delinquent balance owing. 
Arrange for additional credit. 


Cleveland, Ohio 

In my opinion, contacting a customer regarding 
the past-due condition of her account upon the occasion 
of a call to make an additional purchase which she would 


like to take with her, is among the more severe types of 
collection contacts. We seldom find such procedure 
necessary. Those few such “last resort” type contacts 
that we make are handled by attaching a memo to the 
salescheck which we return to the selling department 
(ours is tube authorization). The matter from there- 
on is handled tactfully by one of our floor managers. 
Denver, Colorado 
. Our procedure works out very nicely for us as we 
use the National Cash Register Telephone System and we 
can talk over the phone direct to the customer in the 
department. In doing this, we often will find the cus- 
tomer has been up to our Cashier's Office and paid the 
bill or made a payment. In such instances we usually 
approve the charge. Of course, where the account is in 
such shape that we cannot approve the charge we ask the 
customer to step up to the Credit Office. 
San Antonio, Texas 
. » We call the clerk on the phone and ask for the 
customer to whom we talk direct. 
Milwaukee, Wisconsin 
. . We operate with direct authorization from central 
Craig files with the unit operator doing all ordinary 
authorizing. In cases of charges coming through on 
closed, collect or over-limit accounts, the unit operator 
refers the request for O.K. to her supervisor, who then 
decides whether the status of the account is serious 
enough to necessitate calling the customer to the Credit 
Office. We use this technique only in extremely serious 
cases. In these cases, the unit operator tells the sales- 
person to say to the customer the following, “Would you 
please step up to the Credit Office to help us bring our 
records up to date.” By making no mention of the 
reason for the customer being referred to the Credit 
Office, we feel we can help that customer save face in 
case she is shopping with others. In the majority of 
cases, however, we prefer to authorize the purchase and 
then follow it up with a letter addressed to the customer 
at home which states: 
We notice that you recently charged merchandise to your 


account, although our records show a balance past due for 
several months. 


May we suggest that no further charges be added to your 

account until the present balance is paid in full. Of course 
the payment of your account will make it possible for you to 
again enjoy its conv enience. 
We have our salespeople authorize “sends” before they 
are routed to the central wrapping room. In cases of 
“sends” which require this referral technique, the sales- 
person is instructed to bring the delivery copy of the 
sales check to the Credit Office and to hold the merchan- 
dise until the sales check is released by the Credit Office. 
In these cases, a Credit Department employee telephones 
the customer and discusses the status of the account with 
her. In most cases, the merchandise is released to the 
customer because arrangements are worked out to bring 
the account up to date. In those cases where the cus- 
tomer does not have a telephone, a letter below is sent 
to the customer. If we receive no response, the sales 
check is referred to me together with information on 
the present condition of the account, how long we have 
had it, etc. I then make the decision whether to return 
the merchandise to stock or release it for delivery to the 
customer. 


(Turn to “Charge-Take Procedure,” page 19.) 
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Retail Collection Problems 


JAMES BOYLE, Divisional Credit Manager, Supertest Petroleum Corp. Ltd., Hamilton, Ontario 


FOR PURPOSES OF COMPARISON I 

would like to limit the first portion of this 

article to the retail customer who is issued 

a token, such as an oil company credit card 

or a department store charge-a-plate, to 
indicate that he is a recognized credit customer. I wonder 
if any of us, in our daily struggle to keep our company’s 
accounts receivable on an even keel, ever stop long enough 
to realize the significance of these little tokens of good- 
will. Most of us would be horrified at the thought of 
issuing a blank cheque to a retail customer accompanied 
by a note inviting him to fill in any amount he wishes 
and with the money buy any quantity of our merchandise. 
Are we not, however, doing just this when we issue one 
of our credit cards or charge-a-plates? Let us compare 
the two. 

First the cheque. In order to obtain cash the customer 
must fill in an amount and endorse the cheque. Then it 
is necessary for him to identify himself to the satisfaction 
of the person cashing it. This person could be any one 
of thousands of different people in different occupations 
but in every case a reasonable degree of caution would 
be exercised before the cash is turned over and, what is 
probably more important, our customer would expect this 
caution since it is an accepted part of everyday business 
life. 

Now let us examine one of our tokens. Our customer 
is invited to visit our place, or places, of business and by 
presenting this token and signing a slip of paper he may 
obtain almost unlimited quantities of any merchandise we 
have to offer. The salesclerk or dealer, being anxious to 
make a sale, would not think of asking for any identifica- 
tion other than the credit token issued by the company. 
Unlike the cheque the customer is doing him a favour by 
presenting his token. 

In other words, there is little difference between our 
credit tokens and a blank cheque except that it is much 
more difficult to obtain merchandise for a cheque than it 
is by presenting a credit token. When businesses first 
introduced this type of credit buying this fact was recog- 
nized and it was only to a select few, whose integrity and 
ability to pay were established beyond doubt, that the 
privilege was granted. In recent years, however, busi- 
nessmen have recognized the sales potential of the open 
charge account and have promoted the “just say charge 
it” idea to the full, so that today there is probably a 
greater demand for our credit tokens than ever before. 
This, in itself, is not an unhealthy condition, providing 
we use sound judgment when processing applications re- 
ceived. 

We have just passed through a period of great pros- 
perity when employment was at its highest peak and 
literally everyone seemed to have lots of money. Those 
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days seem to have passed, at least for the present, and our 
economy has reached a levelling-off point where the 
average individual is beginning to feel the pinch. This 
has already had its effect on collections and I believe we 
have all experienced more difficulty in keeping accounts 
in line than we did one or two years ago. 

Generally, I believe, retail customers can be broken 
down into four general categories: 

First we have “Mr. Ordinary Citizen” who pays his 
accounts regularly when due. Occasionally, due to an 
oversight or some unforeseen circumstances, his account 
will fall behind but this does not present any problem 
since a friendly reminder will usually bring the money, 
frequently with a letter of apology. Fortunately for us, 
the majority of our accounts are “Mr. Ordinary Citizens” 
and generally we do not worry too much about them. 

Second we have “Mr. Big Shot.”’ He feels that he is 
an A-1 credit risk and frequently he will state, “No one 
ever lost any money on me; I don’t know why you should 
worry.” Sometimes he really is well-to-do and feels that 
because he has so much money it is just not worth 
his while to bother issuing a cheque for a mere $40.00 or 
$50.00, even if his account is past due. He may even be 
a good friend of “Mr. Bigdome” who is a high-ranking 
official of your company, and he usually does not hesitate 
to either remind you of this fact or to write to “Mr. 
Bigdome” directly, complaining about the nasty reminders 
he has been receiving from the credit department. Ac- 
counts in this category are indeed difficult to handle and 
in most cases there is little a credit man can do about it. 
We just have to grin and bear it. 


Handling the “Different”? Customer 

Third we have “Mr. Smart Guy.” “Mr. Smart Guy” 
has probably been purchasing articles on credit for a 
long, long time and he knows all the angles. There are 
several rules that “Mr. Smart Guy” lives by, as follows: 
Rule No. 1. 

He never pays an account until at least two past-due 
reminders have been received. 

Rule No. 2. 

Before payment is made, phones or writes the company 
complaining that his address is shown incorrectly on the 
statement, or that the statement was not received, or that 
the service or merchandise received was terrible. In fact, 
it does not make too much difference what “Mr. Smart 
Guy” complains about, so long as he complains. 

Rule No. 3. 

Checks every statement carefully to see if any errors can 
be found. If an error is located, does nothing about it 
until the credit department has asked for payment of the 
account once or twice and then becomes quite indignant 
and demands a letter of apology, thereby placing the 





credit manager in an embarrassing position and gaining 
extra time. 
Rule No. 4. 

If at all possible, he tries to get away without paying 
the account at all. This can sometimes be done when 
moving to another city, or even if moving to another ad- 
dress if care is taken to advise no one of the new address. 

“Mr. Smart Guy” presents a real problem which we 
will continue to experience. The only way to deal with 
him is to cancel credit promptly when any “danger signal” 
is noticed and if payment is not made on demand, turn 
the account over to your solicitors for whatever action is 
necessary to squeeze payment out of him. 


Credit Reputation Follow From City to City 


Fortunately, ““Mr. Smart Guy’s” reputation follows 
him from credit bureau to credit bureau and in most cases 
a credit report obtained before credit is approved protects 
us against this type of individual. Peculiarly enough, 
“Mr. Smart Guy” usually screams the loudest when 
credit is refused. 

Fourth, and last, we have “Inflation Joe.”’ “Inflation 
Joe” did pretty well for himself during the war. He 
either received a sizeable amount of money from the 
government when he was discharged from the service or 
he acquired it while working for high wages during the 
war and buying savings bonds or war savings certificates 
by the dozen. 

“Inflation Joe” had a pretty good job and with his 
capital he was able to make a down payment on a house, 
buy new furniture and generally he looked like a pretty 
good credit risk. He opened a charge account and was a 
good paying customer until about nine months ago when, 
due to high prices, government credit regulations, higher 
income tax, etc., he began to feel the pinch. “Inflation 
Joe’s” charge account used to be a convenience but he 
finds now that it is a necessity to finance himself between 
paydays. He has very little capital behind him and the 
first time sickness strikes, or some other unexpected ex- 
pense comes along, he is unable to pay his account. 
Basically he is honest but in many cases his account gets 
out of control and before he realizes what is happening he 
is faced with a large bill which he just cannot meet. This 
is a very real problem today and all we can do to control 
it is to tighten the reins and cancel credit promptly when 
his account begins to drag. I mentioned that “Inflation 
Joe” is basically honest and usually it is possible to make 
some mutually satisfactory arrangement for payment. 


Financing Customers Between Pay Days 


More and more people are today becoming “Inflation 
Joes.” This, I believe, is reflected in the type of applica- 
tion we have been receiving recently where it is obvious 
that the request for credit is merely a plea from the cus- 
tomer for us to help to finance him between paydays. 
No doubt all of you have experienced the applicant who, 
when asked, “Why do you wish a charge account?” 
blandly replies, “Oh, sometimes I am a little short near 
the end of the month.” 

Should we not, therefore, before approving an applica- 
tion, honestly ask ourselves, “Why has this charge account 
been requested?” If the answer to that question is not 
“merely as a convenience” open credit should be refused. 

ke 
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“Charge-Take Procedure 
MMS (Beginning on page 16.) 

Thank you for your recent order which we understand you 
wish us to charge to your account. 

Perhaps there is some misunderstanding about our credit 
policy, and we ask that you be good enough to get in touch with 
us within the next day or two so we may talk the matter over. 


Shall be glad to hold the merchandise until we hear from 
you. 


Sincerely yours, 

Syracuse, New York 

. . . Depends on background of account. If old and 
reliable account, we accept charges and contact customers 
and explain that account should be paid before further 
charges are added. Otherwise ask customer to come to 
the Credit Department and have matter adjusted. We 
question the card system, due to the reaction of the 
customer. We feel that it would not be favorable. 


Sioux City, lowa 


. . . We do not contact the customer directly from our 
office. Ours is a National Cash Register system and 
authorizers use only one phrase over the phone to the 
clerk, when the customer’s account is seriously overdue, 
or, if we have an emergency call for them, and that is, 
“Please have customer see the Credit Department.” This 
is repeated by clerk to customer. That is the only phrase 
we use. We do not have any notes or card, however, 
used them years ago but found the customer did not 
come to the office and for that reason discontinued them. 
We do find that by having the clerk repeat our phrase 
only to the customer she seems very anxious to know 
what it is all about. Of course, in some cases it humili- 
ates them but we have found no detrimental results from 
the use of this system as the customer has been told that 
sometimes the credit department has a message for them 
and we are trying to locate them for other reasons than 
about their account. Our customers do not always sus- 
pect we are calling them in regard to a past-due balance. 
Very few customers, when called to the office, walk out 
of the store. Most of them either call by phone from 
the floor or come up to the ofhce. 

Roanoke, Virginia 

. . « When the account is not in condition to accept 
further charges, the customer is referred to the Credit 
Department at the time of the purchase if it is a take- 
with. If it is a send, the customer is either contacted 
by telephone or a letter is written. However, with a 
floor limit of $25.00, we do not have the opportunity 
to refer as many to the Credit Office as we would like 
to. This then becomes a collection problem. 


Miami, Florida 


. . » When an account is not in condition to accept 
further charges, we usually approve the charge and write 
the customer explaining that we did so to avoid causing 
inconvenience and ask that a substantial payment be made 
on the account before further charges are requested. If 
a customer has previously received such a letter and has 
ignored our request, then she is asked to call at the credit 
office by the salesperson. There are very few instances 
where the customer is requested to come to the credit 
office. We have not in the past and do not anticipate 
using a printed card. whe 
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“Buy-a-Brick” Fund Contributors 


Following is a list of contributors to our “Buy a Brick” 
fund from October 22, 1951, to November 23, 1951: 


District Two 
New York—Elmer H. Gottschalk, Rochester. 
District Five 
Canada—C. B. Cockburn, Ottawa, Ontario. 
District Nine 
Utah—(Correction) Merchants Credit Association, 
Salt Lake City, should have been Harry P. Earl, Salt 
Lake City. 
District Ten 
Oregon—Charles L. Ferris, Portland. 
District Eleven 
California—Credit Bureau of Stockton, Stockton. 
Bert Lewis, Secretary-Manager, Credit Bureau of 
Stockton, Stockton, Calif., said, “It is not only a 
pleasure but a privilege to participate in your ‘Buy 
a Brick’ campaign for your new building, for which 
we enclose our check for $25.00.” 
Salt Lake Credit Women Raise Money 
The Salt Lake Credit Women’s Breakfast Club, Salt 
Lake City, Utah, recently presented a check for $1,056.78 
to furnish a playroom completely with furniture and toys 
in the new Primary Children’s Hospital of that city. 
When the Credit Women decided to participate in some 
worthy charity, they approached the Board of Trustees 
of the hospital and were told that $750.00 would be re- 
quired. So enthusiastically did they work on the project 
that they raised more than $300.00 above the amount 
requested. Methods used to raise the money were: book 
review ; doll sales; rummage sale; a bazaar; and collection 
cans placed in the businesses where members of the club 
are employed. A total of $166.00 was emptied from the 
cans. The Salt Lake Club has more than 90 members. 
Officers are: President, Karen Aronson; Vice President, 
Margaret Taylor; Secretary, Mrs. Alofa Conley; and 
Treasurer, Kay Gallacher. Mrs. W. E. Tyler was 
general project chairman. 


New Officers at Dallas, Texas 

At the annual meeting of the Dallas Retail Credit 
Managers’ Association, Dallas, Texas, the following of- 
ficers and directors were elected: President, F. M. Boyd, 
Anderson Furniture Co.; First Vice President, E. B. 
Massengill, Lone Star Gas Co.; Second Vice President, 
G. G. Alexander, Linz Bros.; Secretary, J. E. R. Chil- 
ton, Jr., Merchants Retail Credit Association; Assistant 
Secretary, Chellie Sue Bragg, Merchants Retail Credit 
Association ; and Treasurer, J. N. Fanning, Texas Bank 
& Trust Co. Directors: Allen Barker, Manor Baking 
Co. ; Viola Spence, Dr. W. C. McCaskill, Jr. ; Dee Jestis, 
Mister Buster’s; G. Jack Orr, American Transfer & 
Storage Co.; Roy Underwood, Methodist Hospital; M. 


—_—Position Wanted —— 

Crepir Executive, cycle billing installation and 
operation ; credit extension and collections. Also account- 
ing experience. Box 12511, The Creprr Wor p. 
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District Two (New York and New Jersey) and 
District Twelve (Delaware, District of Columbia, 
Maryland, Pennsylvania, Virginia and West Virginia) 
will hold a joint annual meeting at Hotel New Yorker, 
New York, N. Y., February 10, 11, and 12, 1952. 

District Five (Ohio, Michigan, Ontario, Canada, 
and Kentucky) and District Thirteen (Illinois, In- 
diana, and Wisconsin, except Superior) will hold a joint 
annual meeting at the Loraine Hotel, Madison, Wiscon- 
sin, February 24, 25, and 26, 1952. 

District Six (lowa, Minnesota, Nebraska, North 
Dakota, South Dakota, Superior, Wisconsin and Mani- 
toba, Canada) will hold its annual meeting at the Hotel 
Cornhusker, Lincoln, Nebraska, February 17, 18, and 
19, 1952. 

District Seven (Arkansas, Kansas, Missouri and 
Oklahoma) will hold its annual meeting at the Hotel 
Jayhawk, Topeka, Kansas, March 23, 24, and 25, 1952. 

District Eight (Texas) will hold its annual meet- 
ing in San Antonio, Texas, May 18, 19, and 20, 1952. 

District Nine (Colorado, New Mexico, Utah and 
Wyoming) will hold its annual meeting in Albuquerque, 
New Mexico, April 20, 21, and 22, 1952. 

District Ten (Alaska, Idaho, Montana, Oregon, 
Washington, Alberta, British Columbia and Saskatch- 
ewan, Canada) will hold its annual meeting in Tacoma, 
Washington, May 18, 19, and 20, 1952. 

District Eleven (Arizona, California, Nevada and 
Hawaii) will hold its annual meeting at the Claremont 
Hotel, Berkeley, California, April 27, 28, and 29, 1952. 





J. Reilly, Daily Times Herald; J. E. Willis, Arthur A. 
Everts Co.; W. H. Bailey, Creditors Service Bureau; 
Frank E. Morriss, Texas Retail Dry Goods Association ; 
Wm. F. Cofer, Neiman-Marcus Co.; J. K. Vaughan, 
Clarke & Courts; and C. T. Hosmer, Fishburn Cleaning 
& Dyeing Co. 
Annual District Meeting at Tyler, Texas 

More than 200 retail credit executives and credit bu- 
reau managers attended the annual conference of Texas’ 
District Three, in Tyler, Texas, October 27-28, 1951. 
President Elizabeth McLaughlin introduced the guest 
speaker, Leonard Berry, Educational Director, National 
Retail Credit Association who talked on “Some More 
Credit C’s.” The meeting ended with the installation of 
the new officers and directors: President, L. W. Garrett, 
First National Bank, Quitman, Texas; Vice President, 
Mrs. Viola Spence, Dr. W. C. McCaskill, Jr., Dallas, 
Texas; and Secretary, June Williams, Leon’s, Tyler, 
Texas. Directors: C. A. Moore, A. Harris & Co., 
Dallas, Texas; H. B. Almand, McWilliams, Kilgore, 
Texas; E. B. Massengill, Lone Star Gas Co., Dallas, 
Texas; Wm. M. Ragsdale, Wooten & Dillard, Texar- 
kana, Texas; and Elizabeth McLaughlin, Leon’s, Tyler, 
Texas. 











For Sale 


AcME FLEXLINE AUTHORIZATION FILEs. 
each holding 510 frames or panels. Total capacity is 
89,760 quarter inch Flexline strips. Each panel holds 
88 names per slide and each rack has a capacity of 82 
frames. Also, two double deck Remington Rand Rota- 
ries, total capacity 130,000 names. In excellent con- 
dition. A bargain for anyone in need of this type of 
equipment. Box 9513, The Crepir Wor vp. 


Don Puffer Speaks at Portales 


The annual meeting of the Associated Credit Bureaus 
of New Mexico was held in Portales, New Mexico, 
October 12-13, 1951, at the Cal Boykin Hotel with 25 
Credit Bureau and Collection Agency Managers in at 
tendance. W. R. Middleton of the Credit Bureau of 
Carlsbad presided at the meeting as president of the 
organization and was assisted with the program by Reece 
L. Bennett, Vice President and Bob Pruitt, Program 
Chairman, both of the Credit Bureau of Portales. High 
lights of the convention were the address of Donald H. 
Puffer, Manager Credit Bureau of Greater Denver be 
fore a joint meeting of the credit men and the Portales 
Rotary Club, shown below; the forum meeting with the 
merchants of Portales and the bureau and collection 
agency managers with Melvin C. Schumpert, owner of 
Schumpert Farm Supply Company of Portales as Moder- 
ator. The subject discussed was “What We Want From 
the Credit Bureaus.” Other highlights were the address 
by Donald Blatzheim of Amarillo Credit Association, 
Amarillo, Texas on 


Six racks, 


“Texas Collection Problems,” and 
the “get together” night sponsored by the Portales Unit 
of the National Retail Credit Association. The officers 
elected for the coming year were: Reece L. Bennett, 
Credit Bureau of Portales, Portales, N. M., President; 
Roland Ferguson, Merchants Credit Service, Collection 
Department, Santa Fe, N. M., Vice-President; and Ken- 
neth Olds, Collection Manager, the Credit Bureau of 
Albuquerque, Albuquerque, N. M., Secretary and Treas- 
urer. It was decided that the next state meeting should 

held in connection with the district meeting of the 
Associated Credit Bureaus of the Rocky Mountain States 
in April, 1952, at Albuquerque, New Mexico, and that 
the new officers should hold over until the state meeting 
in October of 1953. It was also decided that the New 
Mexico agencies should hold an unofficial meeting in 
connection with the district meeting of the Associated 
Collection Agencies in Santa Fe, New Mexico in Sep- 
tember 1952. 
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The BOOK SHELF 
is SS 


1951-1952 Credit Management Year Book 
(Credit Management Division, National Retail Dry 
Goods Association, 100 West 31st Street, New York 1, 
New York, 426 pages, $6.00 to members, $10.00 to non- 
members.) This book, edited by A. Leonidas Trotta, 
Manager of the Credit Management Division, is the only 
one of its kind compiled each year for those interested 
in retail credit. It gives only the latest tested and 
proven methods for stimulating credit sales, collecting 
accounts, increasing efficiency and reducing operating 
costs. This is the 18th volume of this book. Contents 
includes: sales promotion, collections, credit manage- 
ment, expense, bureau relations, revolving credit, smaller 
stores, large store credit operation, cycle billing, cus- 
tomer relations, and Regulation W. In addition, the 
reader will get much more than a report of the case 
histories, discussions and conclusions of the C.M.D.’s 
recent national conference. These alone represent the 
actual experiences of over 100 credit executives. There 
are many specially written thought-stimulating chapters 
and studies to make this book your up-to-date source and 
reference book of new and profitable business data. 

How to Run a Small Business (McGraw-Hill 
Book Co., 330 West 42nd Street, New York 18, New 
York, 350 pages, $4.50.) L. K. Lasser, nationally known 
for his best-selling tax book, Your Income Tax, has writ- 
ten a book for every small businessman. This practical 
manual for owners of retail stores, small plants, whole- 
sale houses, or commercial offices, tells you realistically 
and down to the last detail all the facts you need to know 
to make your business run more smoothly and profitably. 
All the ideas in this book are practical and workable be- 
cause they are based on Mr. Lasser’s long years of busi- 
ness experience. If you would like to reduce your busi- 
ness risks and organize and maintain your business 
operations for greater profits, this is your book. 

m 

Principles of Accounting: Intermediate ( Pren- 
tice-Hall, Inc., 70 Fifth Ave., New York 11, New York, 
175 pages, $7.65.) This new book is the screened result 
of 30 years of continuous use by over 300 schools across 
the land. The rich knowledge gleaned from this unique 
background is incorporated to make the fourth edition 
one hundred per cent efficient. Every chapter, every page 
of America’s most widely adopted accounting book is 
sifted, analyzed, and streamlined to meet the most 
stringent modern requirements. The authors, H. A. 
Finney and Herbert E. Miller are well known in the ac- 
counting field. Mr. Finney is a member of the Chicago 
firm of Baumann, Finney and Co., Certified Public Ac 
countants, and is editor of Prentice-Hall’s Accounting 
Series. Mr. Finney was Professor of Accounting at 
Northwestern University from 1920 to 1942 and is, at 
present, Professor of Accounting at the University of 
Michigan. 
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You Will Need It Today...and Tomorrow 


OUR CREDIT BUREAU, to continue to be the 

most effective investigation source for you, must 
develop and maintain a good, reliable, diversified “stock- 
pile” of information. 

We have often talked about the fact that a credit 
bureau needs two things—information and income. I 
would like to review with you the importance of your 
store’s or office’s helping to maintain the stockpile of 
information on which all credit granters in your com- 
munity may reliably depend today. 


When Do You Call the Bureau? 


It is understandable that you may consider it imprac- 
tical to call the credit bureau on every credit request or 
add-on. But, let me offer this thought that to insure 
that the credit bureau knows you are interested in each 
of your customers (and who they are), you should at 
least order a file report on each one. 

You will find it will improve your collection turnover 
to let the credit bureau know you have opened an ac- 
count with every customer and in that way the credit 
bureau can advise you through its “watch service’ when 
accounts become unduly large, delinquent, or just plain 
overburdened far beyond the customer’s capacity. 

Some stores have a policy which they say pays divi- 
dends, in which they call the credit bureau on each 
new account, regardless of how the customer is obtained 
(whether by direct mail solicitation, by the customer’s 
request, or the boss’s instruction to open the account). 

“This permits us,” one credit manager told me, “to 
have the facts not only to determine the original credit 
limit for the account, but also to evaluate the account 
from time to time, for additional credit privileges.” 

Not long ago I discussed this same subject with an- 
other credit manager. I was surprised to hear him say 
that they ask for credit bureau reports on only approxi- 
mately 60 per cent of their credit requests, but he added 
quickly, “We always send the credit bureau a list of 
accounts we open, even though we don’t ask the bureau 
for a report.” 





To do more business profitably, and to help 
locate “lost customers,” always take a com- 
plete credit application from all new accounts 
and check these through your Credit Bureau. 
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Of course both these systems, if you follow either 
one of them, will permit the credit bureau to know when 
to call your firm for information and to warn you if 
trouble starts. The third possibility, which is least de- 
sirable, is when a firm calls for credit bureau information 
on more or less a hit-and-miss plan. 

This haphazard plan is sort of like the “eyeball” 
method—determining the customer’s dependability by 
how he looks, talks, answers questions, etc. The Bureau 
of Internal Revenue has allowed many hundreds of 
thousands of dollars’ worth of bad debt loss exemptions 
from firms’ income tax returns because this so-called 
“eyeball” method wasn’t sound. 

When a firm calls for at least a file report on every 
credit extension, you benefit by the credit bureau’s stock- 
pile of information more often. Your inquiries enlarge 
the source of information which your credit bureau may 
subsequently check, and help keep your credit bureau 
full of “live” facts for tomorrow’s inquiries. 


History Tells Us... 


During World War II, with durable goods scarce 
and consumer credit falling to its lowest ebb, some credit 
bureaus’ stockpiles of information just simply degenerated 
into too much valueless data. As a result, at the close of 
the war, credit granters and credit bureaus found that 
their bureaus’ information was inadequate for current 
credit granting purposes. 

Since the credit bureau is a two-way street, in that 
you must put information into it in order for it to return, 
you may wisely consider what you are contributing today 
to the stockpile of information which, in addition to its 
present value, will be vitally important tomorrow. 

Keep in mind that almost every credit bureau can pro- 
vide just the information you need: Either a (1) file 
report, (2) employment verification, (3) trade report, 
(4) short form report, or (5) complete standard report. 

Why not consider discussing with your credit bureau 
manager how the credit bureau’s service may be employed 
more fully, even though you do not feel you need a 
complete written report for every credit transaction? 

I believe you will find, if you adopt the policy of 
ordering at least a file report on every credit request, 
that your profitable use of the credit bureau will be 
definitely reflected at the end of the year—both in more 
good credit sales and in lower bad debt losses! wk 





Low-Cost Cycle Billing 


W. O. PERLICK, Credit Sales Manager, Meachams, Fort Worth, Texas 
President, Fort Worth Retail Credit Managers Association 


IN THE JUNE Crepir Wortp we out- 

lined a change in our controls that effected 

several profitable savings as well as expedited 

the posting on our old-fashioned Elliott- 

Fisher machines. This explanation was 
titled “A Labor Saving Idea That Works.” At that time 
this change was placed in operation with the thought in 
mind that it would facilitate our transition from conven- 
tional descriptive billing to cycle billing whenever this 
transformation took place. 

As a result, when we decided to go into cycle billing, 
we had already made one of the initial steps and the 
entire change-over was much easier. However, before 
making any definite plans to change to a cycle billing ar- 
rangement we had to decide the type of machine that 
would do our job adequately and still give us economy in 
operation and capital investment. After very careful 
examination of the possibilities the Class D Underwood 
Sunstrand Machine was chosen. This machine was 
chosen because of its capacity for volume which in our 
operation was necessary as we were replacing two Elliott- 
Fisher machines with one Sunstrand. The next step was 
to contact Recordak Corporation and arrange for photo- 
graphic equipment so that we would be in a position to 
send our customers the original tickets with their state- 
ments. 

As our Accounts Receivable were carried in post bind- 
ers and these binders were quite antiquated we found the 
need to purchase some type of receptacle that would house 
our ledger sheets as well as the matched tickets. This 
was to be an important purchase as we felt it impractical 
at the time to indulge in any major expenditure for this 
type of equipment. A careful examination of our ledger 
sheet which was 914” wide by 9” tall indicated the possi- 
bility to trim 34” off each side of the width without loss 
of any vital information, making the ledger sheet 9” by 
8”. This being a standard width it was possible to pur- 
chase standard sized trays reasonably. 

By trimming down our ledger sheets we accomplished 
several major savings: 

A) Continued use of our old ledger sheets with all of the 
vital buying information of our customers. 
No need to purchase additional stationery and spend 
the time and money to transfer information to the 
new ledger sheets. 
Accessibility of all information for Retail Merchants 
records as well as our own charge phone. 

The next step was to create the type of desk top that 
would make our trays accessible not only to the girls who 
were matching tickets but the girls who were making 


look-ups in the ledgers as well. We decided to build 
along the two outside walls of our office desk-height 
counters 16” in depth and long enough to comfortably 
hold all of our trays. This made it possible for the girl 
who was matching a particular tray to carry the tickets to 
this tray and match without moving this cumbersome and 
heavy receptacle. This also gave us much needed addi- 
tional space for trafic through our department and 
eliminated all but one desk. Between two of these 
counters running the length of the outside wall we had 
built a typist desk for the convenience of the girls match- 
ing tickets so that they might be able to head up ledger 
sheets for new accounts without referring them to an- 
other girl. This also has effected a saving in our depart- 
ment in providing additional floor space as well as the 
comfort and ease of handling our volume tickets. 

We then purchased an adjustable height table on 
casters so our poster could easily slide the trays from the 
counter to this table and move the trays to her posting 
machine without any backbreaking labor. Having com- 
pleted the physical layout at a minimum expenditure we 

(Turn to ‘Low-Cost Billing,” page 30.) 
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Sales Promotions--Office Procedures 


NO EXACT figures are available, as they 

are with other business classifications, as to 

the losses sustained by doctors, dentists, and 

other medical men, through slow payment 

and non-payment of accounts. However, all 
evidence points to the fact that they are considerable. The 
traditional attitude of “pay the doctor last” is happily 
nowadays less evident, but there still remains enough of 
that feeling to create serious financial problems for the 
professional man to ponder. 

The biggest asset of the professional man is his personal 
earning power. When credit granting causes substantial 
inroads on that ability, the matter becomes of concern, 
not only to the professional man himself, but to all credit 
granters. All of us are interested in establishing and 
maintaining better credit conditions generally. Weak 
spots in parts of the credit pattern tend to affect the whole 
credit picture. 


Shrinkage of Fees Due Medical Men 

All too often, medical men resign themselves, ruefully 
it is true, to the seemingly inevitable shrinkage of fees 
rightfully due them. Dedicated as they are to the service 
of humanity, they often feel that adequaté and precise 
accounting and collecting procedures aré somehow slightly 
unethical. The commercial part of the business is over- 
looked, minimized, or neglected. 

Certainly professional men are not exempt from the 
rising cost of living and increased expense of overhead 
and cost of necessary equipment. They share with every- 
one else the onerous burden of taxation. Financial plan- 
ning for the needs of the family and provision for the 
years of declining effectiveness are just as important for 
them as they are for other men. Why then should they 
be imposed upon by thoughtless patients? Why should 
medical bills be among the last to be paid? Why should 
they so often remain unpaid ? 

There is pressing need for a more enlightened attitude 
on the part of the public as to the importance of prompt 
payment of professional bills. There is equally pressing 
need for professional men themselves to put into opera- 
tion in their offices the basic principles and procedures of 
sound credit management. 

Of course, there are wide superficial differences in pro- 
fessional and commercial credit, but basically they rest on 
a common foundation. Consumer credit is a business 
arrangement based on the ability and willingness of the 
credit user to pay bills according to the agreement. Pro- 
fessional credit granting just like commercial credit there- 
fore, should, so far as possible, be based on established 
and proved procedures. 
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Smaller businessmen generally are more and more com- 
ing to the realization that insistence on respect for terms 
does not hurt, but definitely benefits business conditions 
generally, and their own businesses specifically. So too, 
professional men should convince themselves that sound 
office methods, complete checking of credit risks, prompt 
billing and scientific collection follow-up do not detract 
one particle from dignity and professional prestige. In- 
deed, such businesslike methods put the commercial side 
of medicine on a clear, understandable and proper basis. 

A degree of separation of the professional and the busi- 
ness aspects of the office is desirable. The professional 
man properly wants to give the full benefit of his skill 
and knowledge to those seeking his services. Monetary 
considerations are not, and should not be, part of his 
absorption with the human needs of his patients. He is 
bound by the high traditions of his calling to devote him- 
self unselfishly to the restoration of his patients to health 
and well-being. At the same time, he has to live, has 
heavy expenses to meet, and is fully entitled to his fees. 

If at all possible, the commercial details should be 
delegated to his secretary or office manager. Beyond the 
establishment of fees and general supervision of the pro- 
cedures, the professional man is wise if he allows the busi- 
ness part of patient relationship to be handled by those 
who approach the matter with their special skills and 
realistic commercial attitudes. 

Then, instead of being daily disturbed and irritated by 
the unfamiliar and unwelcome problems of accounting, 
collecting and arranging extended payment plans, etc., 
he can devote his full and undivided professional attention 
to his patients’ needs. 


Outline For Sound Medical Procedure 

Sound medical credit procedures should follow this 
pattern: 1. Check every patient applying for credit 
through the credit bureau. It would be impossible to 
overemphasize the necessity of complete cooperation with 
the credit bureau, both in obtaining and giving credit 
information. A bureau report is a financial x-ray with- 
out which any diagnosis of the patient’s finances is likely to 
be incomplete, and perhaps incorrect. 

If the report indicates that the patient has the reputa- 
tion of paying his obligations promptly, there is every 
reason to suppose he will regard seriously his medical 
bills. However, there certainly can be no objection to 
having an understanding with the patient, and arrange- 
ments made for extended payment, should the projected 
treatments appear to be more than can be. comfortably 
handled in one to three months. A mutually agreed-upon 
plan of partial payments often proves to be great advan- 





tage to both parties. Should the report show that the 
applicant is in credit jeopardy to some extent, then as- 
suredly the secretary or office manager should try for a 
frank and definite understanding as to payment. A good 
plan would be to suggest a substantial down payment 
and then keep the patient paying on account during the 
time he is receiving treatment. 

Where the report is clearly unfavorable, the doctor or 
dentist must then decide if the case is to be accepted, and 
if so on what terms. Most doctors and dentists do some 
work for which they expect no payment. However, the 
important point is that they know that such is the possi- 
bility beforehand, and not be deluded into thinking they 
will be paid and then be disillusioned, 


Send Out Bills Promptly 


The second step in credit procedure is: Send out bills 
promptly. Delay in billing helps make bad debts. It is 
important that patients know how much they owe. Even 
if not able to pay in full, the receipt of a bill will at least 
make them realize that the commercial side of medicine 
is important too. Bills should be mailed on the first of 
each month without fail. 

We know of many professional offices with unbelieva- 
ble amounts of money tied up in past due accounts. The 
employment of an efficient and trained worker, using 
proper methods and procedures, and employing the credit 
bureau facilities, would substantially increase the earn- 
ings of the office. Incidentally, merchants know that the 
“in-debt” customer not only shuns the store where in 
disrepute, but takes current cash business elsewhere. Per- 
haps this happens in professional offices too! Not only is 
the doctor or dentist kept waiting for payment, but loses 


Pay Professional 
Bills Promptly — 
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By the way you pay, you 
write your own record in the 


current visits in addition. Prompt billing will go far in 
maintaining collection percentages. 

Consistent collection follow-up for those who ignore 
bills is the next step in sound professional credit proce- 
dure. With the second statement, a statement insert such 
as the one available from the National Retail Credit 
Association, and illustrated below, could well be sent. 
Use of this insert removes from the medical man the 
burden of demanding payment. It puts the matter on a 
businesslike basis. The prestige and authority of the Na- 
tional gives this insert remarkable power in effecting col- 
lection. Some professional offices like to use N. R. C. A. 
stickers. We are illustrating some below. 

Should there be no response by the end of the second 
month, a brief personal letter should be sent reminding 
the patient of the obligation and requesting payment or a 
definite promise for payment. 

By the end of the third month, the reason for non- 
payment should be sought. An analysis of the patient's 
ability to pay will give clues as to the best procedure to 
follow. Perhaps at this point a frank discussion with the 
patient will result in an arrangement that will be mutu- 
ally agreeable. A suggestion that a monthly payment loan 
be secured might meet with acceptance. Perhaps a series 
of monthly payments to the office with or without a 
service charge, can be decided upon. 

Obviously, the doctor or dentist, being untrained along 
credit lines will find some embarrassment and difficulty 
in handling such financial arrangements. That is why, if 
possible, the office work should be delegated to one trained 
for such. Where the professional man has no secretary 

(Turn to “The Doctor, The Dentist,”’ page 30.) 
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files of the Credit Bureau. 


Millions of cards in the filesof the Credit 
Bureaus of the United States and Can- 
ada, form the basis of credit reports— 
used by creditors and employers to judge 
the trustworthiness of individuals 


NATIONAL Reta, Credit ASSOCIATION 
+ + National in name International in scope + + 
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LEONARD BERRY 


A WE APPROACH the end of the fiscal year the 
matter of collections again takes the spotlight. This 
statement is undeniable. Managers of credit sales can do 
much now toward making healthier 1951 financial state- 
ments for their firms. 

While this writer constantly and consistently stresses 
the promotional function of credit management, and 
means every word of what has been said, the protective 
part of the work must never be overlooked. Prompt 
collection of money owed the store or firm is essential 
to its continued success and stability. We must balance 
our twin functions and neglect neither. 

Study of reports of several leading retail corporations 
for the first half of 1951 shows in most cases higher 
dollar sales than in the corresponding period last year, 
but net income reduced. Increased cost of merchandise, 
higher cost of doing business, and, of course, taxes and 
more taxes are biting into profit margins. 

According to the National City Bank, net income after 
taxes of the 100 largest retailers, the group studied, for 
the first half of 1951 showed a margin of 2.4 cents. 
Compare this figure with the 3.3 cents profit per sales 
dollar last year. Year-end net profit figures will un- 
doubtedly in many cases be further narrowed. 

The promotional and protective credit management 
functions are not, as is sometimes supposed, contradictory. 
Insistence on prompt payment is a natural partner of a 
generous credit policy. Prompt-pay and paid-up cus- 
tomers are the best prospects for more purchases. 

Instances have come to our atfention lately of diver- 
sion of collection section personnel to other office depart- 
ments in need of clerical assistance. There is, of course, 
an understandable temptation to permit collection pro- 
cedures to slide when other seemingly more urgent rou- 
tines are left undone because of shortages of people. 
However, credit managers will be wise if they resist such 
attempts to slacken on collection -follow-up. 

Particularly now is there need for credit managers 
making every effort to get bills paid up so that as few as 
possible will be obliged to enter the graveyard of the 
Profit and Loss Ledger. One of the most important 
items of the balance sheet is Accounts Receivable. If 
allowed to be cluttered with past-due accounts, however, 
its value as an asset is seriously impaired. 

Not often thought of, but of immense importance, is 
the responsibility the credit manager owes to the credit 
customer in guiding him or her along the path of sound 
use of the power of credit. Tolerance of poor-pay habits 
and countenance of continued partial payment of bills 
do not instill in the mind of the customer the fact that 
terms are important and that credit is not only a cus- 
tomer convenience, but a sacred trust. 

We owe to our credit customers the best possible advice 
we can give them in the handling of their financial affairs. 
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When we diplomatically, but firmly, point out that terms 
mean what they say and that bills must be paid as agreed, 
we have contributed to their wise and sound programs 
for successful living. Not only that, but chances are we 
have made better citizens of them, too. Character and 
credit are synonomous terms. 

Another responsibility of the credit manager is to the 
community. Individual training of customers in the 
sound use of credit improves the tone of credit conditions 
generally. 
enforcing his collection policy, such lassitude defeats the 
wholesome efforts of other local credit granters. 

As credit becomes more and more a part of our way of 
life and the right of the majority rather than the preroga- 
tive of the few, we must all recognize the fact that the 
credit attitudes and requirements of each credit granter 
have their effect on the over-all education of the credit 
user. Credit is nowadays truly “one world.” 


If one credit manager is notoriously lax in 


Success in collecting money does not come from using 
strong-arm or hard-boiled methods. Rather it comes 
from gentle but insistent persuasion. It comes from 
selling the customer on the merits and advantages of 
protecting the ability to command future credit rather 
than threatening all sorts of dire consequences. 

Right now, it is every credit manager’s responsibility 
to his or her firm to carefully scrutinize all past-due 
accounts and make thorough analyses of those more seri- 
ously in trouble so that the appropriate appeals might be 
sent them. The more money we get in this month and 
next, the better will be the year-end picture. 


This Month’s Illustrations »™> 


Illustration No. 1. This is a particularly appropri- 
ate letter to show this month. Using a friendly, co- 
operative approach, the letter still does not minimize the 
necessity of serious consideration being given the past-due 
account. It was sent to all accounts slated to be charged 
off, and others bordering on the danger line. Response 
reported by Mr. Marth to be excellent in every way. 

Illustration No. 2. This N. R. C. A. insert also 
uses the powerful “Credit Bureau” appeal. The illustra- 
tion neatly portrays the wide extent and complete cover- 
age of the bureau records. One great advantage of using 
inserts such as this is that the insert can be filled in with 
pen and ink. 

Illustration No. 3. Only the most recalcitrant cus- 
tomer would permit the matter to go unheeded after re- 
ceiving this even-tempered but nonetheless stern letter. 
The possibility of further complications is mentioned, but 
not unduly emphasized. 

Illustration Nos. 4 and 5. Many stores prefer to 
have all collection communications on an impersonal basis. 
These two N. R. C. A. stickers have demonstrated their 
effectiveness and payment-pulling power. aik 





WE WANT MORE LETTERS AND FORMS 


ATTENTION—Banks, Finance Companies, Jewelry Stores, Petroleum, Coal and Fuel Dealers, 
Lumber Merchants, Dairies, Hospitals, Public Utilities and others. We want to reproduce your 
credit and collection letters and forms. Please send to us, for comment and pu , samples 
of the letters and forms you use. In 


this manner we will be able to show a variety and a cross- 
section which will be a benefit to all. Your contribution will be welcome. 


aris 
Paks 


1 TEXAS Collection Letter - Account long overdue 





November 15, 1951 Novender 15, 1951 
Mrs. Janes A. Custamer P 
000 Main Street rs. Javes A. Customer 
Dallas, Texas 000 East Avenue 
Your City, Your State 
Dear Mrs. Customer: 


ear Mrs. Customer: 


S 
#ithin a short tise our 

way. The writer aust then 
ment for the condition of 
umier his jurisdiction. 


wal eudit will again be under 
renier an accounting to lanage- it is necessary 
e charge accounts which are with 


. 
sor us to arrive at a definite underst 
pana rstandin 
- you concerning the amount y owe us ’ — 
You have received se 1 many 
i several monthly statement: 
nth) t S and 
me tine representatives of the Merchants Reta from us. All our efforts have been rected toward aaicetd 
Association will be checking our records for to you the importance of prompt Paynent in order $e | wtain thee 
f establishing the crcdit ratings of our custo credit convenience, retain the 
ing year. 


To avoid further complications, ye , 
7 > = +40nS, you should p this bill n 
uP account siderably in arrear we strongly urge you to do so. We fee] ok yl have , ae 
permit us to carry it forward into part, and must ask that you do yours. . 
new year among our assets. 


Ly jon 
S may not - 7 
lease send your check today. It 
jel 
We would sugrest, therefore, t you either pay it or ce 
make arrangesents for pa) 


lay. Y is important that you do not 
thin @ reasonable lengta 

of time. If for any reas y 

I supgest that you contact 


are unable to 
better still, in person. 


Ln 


pay it, may Sincerely yours, 
by letter or by phone, or 


say be sure that I an n 


of service to the e 
e 


can be arranged « 





: : os 

hy? / By yes Sil in fll YOUN _ - 
We have YOUR NAME So thal yous (redid will be good : same cour 
in thir “Whe's Whe TOMORROW m anne . ; 


Your n 
T DUE 


(peard Your Cred: « Sacred Trust 
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General Business Conditions 


THE RATE OF business activity has changed very little dur- 
ing recent weeks and the total volume of production and trade 
remains about 2 per cent higher than it was a year ago 
Variations among different lines continue to be more signifi- 
cant than the fluctuations in the total amounts of goods and 
services being exchanged. Conditions are favorable for some 
further advances as the increase in the spending for armaments 
is reinforcing some improvement in consumer demand. Sta- 
bility in the general level of activity is likely to be the pre- 
dominant characteristic during the remainder of the year. 

The most striking feature of the LaSalle Map this month is 
the improvement in the Southeast and throughout parts of the 
South. The larger cotton crop is one significant factor in 
determining business conditions in that region and the volume 
of marketings is expected to offset some falling off in price 
Industrial activity 1s significant in this area also with some 
increases in operating rates among the textile mills and also 
in the steel industry. 

Another area in which the high rate of business activity 
compares favorably with that in other parts of the country 
is the industrial region around the Great Lakes. Production 
throughout that region in both the United States and Canada 
continues to hold up and to help bring about the level of trade 
which is better as compared with a year ago than in any other 
part of the country. Trends are very much the same as they 
have been for many months and no significant indications have 
yet appeared that would point to a reversal of the favorable 
changes in the level of activity 

Business is also good along the Pacific Coast, although best 
reports come from the southern section. In the northern part 
there are also many indications of substantial improvement. 
Business is lagging, however, in the central section of the 
Pacific Coast region and there volume of trade and industry is 
hardly as favorable as the national average. Some of this dif- 
ference is due to the fact that business volume was exception- 
ally high in this district last year 

Conditions have shown some improvement in the New Eng- 
land States, because of the more favorable outlook for many 
types of consumer goods. In the district as a whole, however, 
the level of activity is very close to that of last year. Future 
trends in that region will be determined largely by Govern- 
ment policies with regard to the allocation of materials, espe- 
cially of metals. There is the possibility of some improvement 
although changes are likely to be small 

Business continues to lag also in the agricultural parts of 
the country, especially in the Middle West. Total crop pro- 
duction will be close to the largest ever raised but price trends 
have not been quite so favorable. Farm income is holding up 
well, however, any declines due to the bumper crops are likely 
to be relatively small. In many places increased industrial 
production is coming to have more significance even in regions 
which were previously predominantly agriculture. Defense 
plants are being located in that section of the country and as 
they come into operation will help increase the general level 
of activity. 

Throughout most of Canada activity has been lagging some- 
what although it remains well above the level of a year ago 


HELP 


The National Office needs the help of its 
members in securing figures for the COLLEC- 
TION SCOREBOARD on the opposite page. 
<a 


Please cooperate with the Manager of your 
Credit Bureau in sending us the figures, and 
furnish them to him early enough to have them 
in our hands by the 20th of each month.— 
Arthur H. Hert. 
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Crop conditions have been somewhat spotty, but crops are 
expected to be above average. Unfavorable weather has re- 
duced the yield in some sections. Demand for industrial 
products continues to be large. Consumer incomes are high 
and in many fields are rising steadily. Prospects continue to 
be moderately favorable for a high general level of business 
with activity not far below the peak.—Business Bulletin, 
LaSalle Extension University, Chicago, III. 


Consumer Credit 

CONSUMER INSTALMENT credit outstanding at the end 
of September totaled 13,156 million dollars. is was 112 
million above the amount outstanding at the end of August 
and 253 million above the July 31 figure. The total on Sep- 
tember 30 was about 200 million dollars below the year ago 
level. The expansion in instalment credit outstanding was 
divided about evenly among the three major categories—auto- 
mobile sale credit, other sale credit, and instalment loan credit. 
= increase in other sale credit was the first month-to-month 
jon reported in this category in 1951. A decrease of 24 
million dollars in charge account credit accounted for a slight 
decline in total noninstalment credit outstanding in September. 
Total consumer credit outstanding amounted to 19,356 million 
dollars at the month end, about the same as a year carlier.— 


Federal Reserve Board. 


Retail Furniture Report 

TOTAL SALES at furniture stores in September were down 
6 per cent from August and were 20 per cent below sales of 
September, 1950. These changes reflected declines in all types 
of sales. The yearly decreases ranged from 13 per cent for 
cash sales to 22 per cent for instalment sales. Instalment ac- 
counts receivable rose slightly in September but at the month- 
end were 10 per cent below the level of a year ago. Collec- 
tions on instalment accounts were down 3 per cent in Sep- 
tember, but yielded a collection ratio of 12, the same as in 
the preceding month. Inventories rose | per cent during the 
month, the first monthly gain reported since April of this year 
On September 30 inventories were 9 per cent above the level 
of the corresponding date a year ago. At the current rate of 
sales, stocks on hand represented about a 5 months’ supply 
A year earlier, furniture stores had about a 4 months’ supply 
on hand.—Federal Reserve Board 


Consumer Instalment Loans 

CONSUMER INSTALMENT loans outstanding at the 
principal types of lending agencies increased 31 million dollars 
to an estimated 4,774 million at the month-end. This gain 
was shared by each type of lender except commercial banks; 
at the latter, instalment balances were unchanged from the 
previous month. In comparison with a year earlier the over- 
all total was up 6 per cent. Declines from August to Sep- 
tember in the volume of new credit extended averaged about 
12 per cent for the various lending agencies. The monthly 
total, however, was approximately 5 per cent above the year- 
ago volume.—Federal Reserve Board. 


Retail Instalment Credit at Furniture and 
Household Appliance Stores 

INSTALMENT ACCOUNTS outstanding at furniture 
stores rose about 1 per cent in September, a month during 
which some seasonal i.crease is usual. However, at the month- 
end the amount outstanding was substantially below the year- 
ago level. Household appliance store accounts receivable also 
expanded slightly in September, after having leveled off in 
August following a rather steady decline in the preceding 
months. On September 30 instalment balances were about 15 
per cent below the level of the corresponding’ date of last year 
No change from the previous month was reported in the rate 
of instalment collections for either furniture or household ap- 
pliance stores. However, compared with a year earlier, instal- 
ment indebtedness was being repaid at faster rates at both 
types of outlet. For furniture stores, the collection ratio was 
1 point above that of a year ago, and for household appliance 
stores the gain was 2 points.—Federal Reserve Board. 


CREDIT WORLD 29 


DECEMBER 1951 





bE FELTHERRTH HHT it NS AbASAAsSMASALASAIAs Lib! LLSSEAAMMAREEAEEAL Leta thittsaae sae) 


Friends” 


MIN +4(Beginning on page 14.) 


diet eeeertt ribs tetiieesititits 


increased personal interests. Each of us, no matter what 
our circumstances, has many different personalities—at 
home, at work, in our social life, etc. Through Break- 
fast Club membership, girls meet their friends in many 
different situations. 

Mary, for instance, seems to have all the answers in a 
study group. She certainly gives the impression of ef- 
ficiency, but she seems to think of nothing but business— 
lives, eats, and sleeps it, we think. Betty, on the other 
hand, seems timid and never enters into the study group 
discussions. She seems so backward we occasionally 
wonder how she even holds a job in the credit field. 

And then, at the social gatherings, we get to meet the 
other personalities Mary and Betty wear. We learn that 
Mary is just as good a scout as she is efficient—and that 
Betty is the life of the party! 

Many lasting friendships are formed as a result of 
C. W. B. C. membership. We are happier and more 
intelligent people, because we have enlarged our circle 
of friends who speak our “language.” whe 


* “Low-Cost Billing” 


then had to decide on how many cycles we were going to 
send, and when, 

As a major portion of our customers are paid twice a 
month on the Ist and 15th we felt it practical that they 
receive their statements on, or as close to, these dates as 
possible. As a result our entire ledgers were divided into 
two cycles, A to L and Mc to Z. The first cycle closing 
date was designated as the 5th of the month with state- 
ments to be mailed between the 12th and 14th so that our 
customers could receive them on or immediately before 
the 15th of the month. The second cycle closing date 
being the 20th, our statements are mailed the 28th to 
the 30th so that these statements arrive on the Ist of the 
month. 

Our physical layout has been so aemeen that we have 
approximately 50 per cent expansion room over the cur- 
rent ledger sheets in file and have provided working 
space for as many as once again the number of people in 
the department without an additional desk. We feel 
through this plan and physical layout we have effected 
major savings to a point where it will be possible for us 
to continue operating on a cycle basis until such time as 
our volume increases where it will be necessary to change. 

Through this particular program we feel major savings 
have been accomplished in the following manner: 

1) Use of our old ledger sheets 
2) No need to transfer information on our present 
ledger sheets to new ones 

3) Lew-cost units to house ledger sheets 

4) No need for costly filing space of posting media for 
reference purposes 
Prompt billing of our customers on the Ist and 15th 
of each month 

6) Availability of all posted and non-posted media 

7) Smooth flow of work through the department 

8) Elimination of an accounts receivable control clerk 
and one Elliott-Fisher operator 
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“The Doctor, The Dentist” 


(Beginning on page 24.) 


or office manager to whom he can entrust the work, the 
services of the collection department of the local credit 
bureau should be early enlisted. 

One important point. The professional man having a 
secretary or office manager to whom credit and collection 
matters are delegated, should be careful to keep out of 
the picture himself. Even if appealed to by a patient re- 
senting the collection procedure, or seeking special privi- 
leges, it is best for him to explain that business details are 
left entirely to the secretary or office manager and that all 
financial arrangements must be made with that person. 
In this way the professional and the commercial parts of 
the office are kept separate to the betterment of both. 

The professional man, just as the laborer, is “worthy 
of his hire.” Perhaps if all doctors and dentists recognize 
that the establishment of sound credit and collection pro- 
cedures will not only increase their own earning power, 
but also contribute to better stabilization of the consumer 
credit picture generally, a great forward step will have 
been taken. week 


(Beginning on page 23.) s 


9) More rapid filing of tickets 
10) Reduction of customers’ complaints 


We recognize our setup is by no means an ideal ar- 
rangement and that we have possibly cut corners that 
normally would not be done. No doubt it would be to 
our advantage to purchase new cycle billing desks and 
transfer our file information to new ledger sheets, but 
being pressed so for time we felt it impractical to make 
these major expenditures at the present time. Eventually 
we will obtain the necessary cycle billing desks and avail 
ourselves of the many conveniences offered through this 
medium. 

At the present time our management appears to be 
satisfied with this plan and the people who are handling 
our work are enthusiastic about its potentialities. This 
outline is being submitted with the thought in mind that 
other stores might have been confronted with similar 
problems and have hesitated in transferring to cycle bill- 
ing for the same reasons we did. 

It is possible to do a good cycle billing job with a 
limited number of accounts without major expenditures. 
You can still provide adequate control on your billing 
and give your customers the benefit of receiving a state- 
ment that is neat, concise and supported by the original 
tickets. 

In the final analysis our statement was revised to show 
the postings accumulated in each column by groups and 
one space dropped for each separate grouping until the 
last two columns, date and balance, are posted adjacent. 
This creates an effective as well as clearly understandable 
picture of the customer’s obligation when supported by 
the original tickets. 

We shall be very happy to discuss this in detail with 
any N. R. C. A. members at their request. Any of the 
forms or practices we are now using are available to our 
associate members of the credit fraternity upon request. 
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JOHN F.CLAGETT, Counsel, National Retail Credit Association, Washington, DG 


Deep Freeze On Consumer Goods. Third 
Quarterly Report of Defense Mobilizer Wilson empha- 
sizes deliveries of military goods reached $5 billions. 
This is more than a third above deliveries in preceding 
quarter and four times rate a year ago. He predicts year 
from now rate of defense deliveries will average $10 bil- 
lion or more per quarter. 

War goods deliveries were reflected in “deep freeze” 
on production of consumer durable goods. Fourth quar- 
ter cuts in metals will permit production at about only 
60% of the rate during first half of 1950 of automobiles, 
television sets and household appliances. However, allo- 
cations for first quarter of 52 will not be substantially 
less than for last three months this year! 


See It Through In ’52 is slogan of Citizens Com- 
mittee on Hoover Report. Program behind it emphasizes: 
(1) Bills before Congress didn’t die with adjournment 
of Ist Session 82nd Congress. (2) To get action next Ses- 
sion, write, phone or visit your Congressman. (3) 82nd 
Congress increased Federal budget 70%, but thus far 
has done almost nothing “on a perfectly plain blue-print 
(Hoover Committee Sponsored Bills) for efficiency and 
economy which could save a total of $5.4 billions a year.” 


Taxes On Consumer. William L. Green, AFL, 
claims “labor” taxed more heavily by recent increased 
Federal levies than corporations. Closer look at tax 
facts reveals corporations are indeed taxed up to 52% 
on ordinary income and 30% more on excess profits 

. but corporations aren’t taxpayers as much as tax 
collectors. They merely transfer taxes to the Govern- 


Text and Reference Books Published by the N. R. C. A. 


Retail Credit Fundamentals, 318 pages 
Retail Credit Management, 477 pages 


Streamlined Letters, 464 pages 


* 





Important Steps in Retail Credit Operation, 16 pages 
How to Write Good Credit Letters, 128 pages . . 
Tested Credit and Collection Letters, 48 pages . . 
The Blue Book of Credit Department Letters, 48 pages 


ment, most of which is made up on higher prices to con- 
sumer. A new seven-man subcommittee of House Ways 
and Means Committee was appointed to study means 
of eliminating overlapping and duplicating taxes of 
federal, state and local governments. 


Unconscionable. “A corporation with no con- 
science”’ was the finding of a District of Columbia Mu- 
nicipal Court Judge who convicted auto loan company 
lending money at more than 6% 
license. 


interest without a 
Charge was that loan company collected ex- 
orbitant interest rates disguised as insurance. United 
States Court of Appeals for District of Columbia Circuit 
affirmed (78 AT. 2nd 857). 


Why Not Credit For Hospital Care? William 
J. Cheyney, Executive Vice-President National Foun- 
dation for Consumer Credit, endorses idea. In letter to 
Washington Post he said, “Is credit not the link between 
business and consumer which has made our American 
standard of living possible? Why, then, should this 
not apply to hospitalization as well as to the purchase 
of housing, electrical appliances and life insurance ?”’ 


Echoes of Schwegmann Bros. Decision. In- 
dictment in Pittsburgh case indicates retail price mainte- 
nance being carefully scrutinized. Trade Association, 4 
wholesalers and 3 chain store retailers charged with con- 
spiracy to prevent price cutting by retailers of drugstore 
merchandise. Justice Department announcement indi- 
cates continuing studies in other situations . . . and 
claimed that “such agreements contribute to the present 
stress of inflationary pressure.” wee 
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CHRISTMAS, in commemoration of the Man who attained 
the peak in spiritual experience, lifts millions up from the 
drabness of average living and puts them nearer a kinship 
with God. That awareness, even if momentary, is not lost. 
Christmas is compounded of the glow in happy children’s eyes, of the 
gratitude of those helped over a rough place, of the shining countenances 


of those who feared they were forgotten and found they were not. 


AS ALWAYS the best dominates the worst so that Christmas, year after 
year, in good times and bad, kindles a flame of good feeling and kindliness 
in the human breast. Earth comes nearest, at this season, to assuming a 
heavenly glow. And, who knows? Perhaps when the great mysteries are 
resolved, and we see face to face, we will understand that heaven is not 
the figment of the imagination as some contend, but a real edifice, built 
by the shining materials of good deeds. 


MAY THE FLAME kindled by the joys of Christmas glow brightly in all 
our hearts throughout the year, a year marked by our own good deeds 
and service to others. May this holiday season be one of joy for you and 


yours, as we give thanks for our many blessings as a free people, and con- 


Tashi ..* we 


President 
National Retail Credit Association 


tinue our prayers for peace. 
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$26.000 BREAK 
- THE THERMOMETER 





 — THERMOMETER has been used as 
a measuring medium of the contributions to our 
BUY A BRICK CAMPAIGN, which was ini- 
tiated, as we all know, to have our new head- 
quarters become “our very own.” 


While participation of members and friends 
in this effort has been excellent, we still have 
not reached our goal, and not all of us have 
given consideration to what a debt-free home 
would mean. 


$11,183.90 As the holiday season approaches and you 
make up your list of those to be remembered, 
I would like to suggest that you direct your 
thoughts to our BUY A BRICK Fund. 
Your check or money may be placed in an en- 
velope, with your name and address in the usual 





corner, and addressed to 


The BUY A BRICK CAMPAIGN 
National Retail Credit Association 
375 Jackson Avenue 
St. Louis 5, Missouri 


My wholehearted appreciation for any effort 
als 


direction. 
mn, EUGENE B.POWER 
: IVERSITy SICROFILys 
13 NO.PIRST ST. 4 
ANN ARBOR MICH. 


—— 











